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ABSTRACT 
Good governance is a critical element to economic development both at the local and national 
level. Devolution, which is a form of decentralization, is a means of achieving good governance 
if implemented appropriately. Government plays a pivotal role in the governance framework of a 
country. This study aimed at exploring how governance of Nairobi City can be improved under a 
devolved system of government to foster economic development. The study specifically looked 
at government effectiveness which is one of the Worldwide Governance Indicators. Through a 
literature review, the study looks at how devolution can improve governance, and what 
government effectiveness entails, not only from the World Bank perspective but also from other 
related literature. The major assumption of this study is that improved governance consequently 
leads to enhanced economic development, as argued by numerous scholars and practitioners in 
previous studies (Todaro and Smith, (2009) Mcneil and Malena, (2010) and UNDESA 2007). 
Furthermore, this study assumed that despite only focusing on one of the six indicators, an idea 
of good governance as a whole will be obtained. 
The study used a mix of qualitative and quantitative approach of a case study of Nairobi City. 
Nairobi City is not only a unit of devolution under the new constitution, but will also host the 
national government. Furthermore, it is also the financial stronghold of the country. Data was 
collected from two sets of respondents using two different instruments. A questionnaire was used 
to collect data from the citizenry, and face to face interviews were used to collect data from 
government officials. The questionnaire focused on capturing citizen perceptions on government 
effectiveness. Respondents were selected through convenient sampling at pre-determined service 
delivery points within Nairobi City. The face-to-face semi-structured interview gauged the level 
of government effectiveness of selected government institutions within Nairobi City. For the 
former instrument, the data was analyzed through SPSS and Microsoft Excel; and presented in 
tables, charts and graphs. For the latter, a descriptive discussion has been used to illustrate 
findings. 
The study found that government institutions within Nairobi to an extent have established 
mechanisms and systems to improve service delivery, and consequently promote government 
effectiveness. It is observable from the study that, the systems in place do not respond to the 
citizen needs and expectations as illustrated by a satisfaction index of 54%. 
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The study further found that both the citizen and the civil service have confidence that 
devolution will improve governance not only on government effectiveness, but on governance as 
a whole.  
 
In order to improve government effectiveness in Nairobi City, the study recommends the 
improvement of accessibility and affordability of public services to the citizens, and to ensure 
that members of staff, especially those engaged in service delivery are oriented to customer 
needs and that they treat the citizen as a unique individual. Availing the services via 
internet/mobile will also help improve accessibility of these services as observed from the study. 
The need to engage the citizen in policy-making comes out strongly from this study. 
 
The county system, therefore, to a great extent provides an opportunity to make public services 
more accessible to the citizen and will give the civil service autonomy to recruit staff based on 
the local level needs, which will ensure improved quality of the civil service. Furthermore, 
devolution will make policy formulation more participatory and responsive to the needs of the 
citizen. 
 
STRUCTURE OF THE REPORT 
Chapter 1. Introduction: This is a general overview of the study entailing an introduction and 
rationale to the study, research problem and questions, purpose of study, and definition of 
concepts. 
Chapter 2: Conceptual framework. This chapter comprises of an extensive literature review 
with regard to relationship between good governance, devolution and economic development. 
Chapter 3: Research methodology. This chapter contains details of the research process with 
regard to the research methodology and design, and participant’s profile. 
Chapter 4: Research Results and Findings. This chapter contains an analysis of the data and 
findings of the study. 
Chapter 5: conclusion and recommendations. This chapter summarises the findings from the 
study and has drawn conclusions from the study. Challenges and recommendations during the 
study have also been addressed in this chapter. 
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CHAPTER ONE 
1.0 INTRODUCTION 
 
“Good governance is perhaps the most important factor in eradicating poverty and promoting 
development” Former UN Secretary-General-Kofi Annan (Adapted from Abdelatiff, 2003; Good 
Governance and its relationship to Democracy and Economic Development p.2) 
 
1.1 BACKGROUND 
Since attaining independence in 1963, Kenya has experienced episodes of political instability 
which have had adverse effects on the country’s economic performance and social cohesion. 
From independence until August 2010 when the Constitution of Kenya 2010 was promulgated, 
the country operated under a centralized form of government.  Burugu (2010) observes that; 
Development programmes, funding projects, decision making organs and all matters 
relating to governance of the country had to obtain requisite endorsement and authority 
from Nairobi. This form of governance brought about cumbersome bureaucracy and red-
tape, inertia, corruption, an indifferent civil service, among other governance 
malpractices. Furthermore, bribery for service delivery have since been the ingrained 
culture in government, while on the other hand poverty and inequality continue to beset 
Kenyans. Leadership lacks credibility, legitimacy, trust and public confidence. 
 
Burugu further notes, “The late 1980s and 1990s marked a period of struggle for democratization 
and change, and the multiparty elections were successfully held in 1992 and 1997. Even with the 
adoption of the multiparty democracy, practices of poor governance and corruption were still 
widespread”. Mbatia et al (2009) observe, “The multiparty democracy appears to have 
heightened ethnic nationalism and has been associated with ethnic violence. Except for 2002, 
ethnic violence has been witnessed in all elections held after Kenya formally adopted the 
multiparty democracy in 1991”. Mwenda (2010) also notes, “Kenya has also experienced (other) 
systemic failures from time to time which have led to vices such as corruption, slow economic 
growth or stagnation in the last couple of decades, inequalities and poverty”. 
 
2 
 
Most of these failures can be linked to the quality of governance. Probably, the only way out of 
poor governance for Kenya is decentralization to curb these malpractices. The new Constitution 
has, therefore, provided this opportunity and this study aims at exploring how governance can be 
improved in Nairobi City under the devolved system. 
1.2 GOVERNANCE 
According to Kaufman (Governance Matters VIII 2009), “The Worldwide Governance 
Indicators (WGI) Project defines governance as the traditions and institutions by which authority 
in a country is exercised. This includes how governments are selected, monitored and replaced; 
the government’s capacity to effectively formulate and implement sound policies and provide 
public services; and respect of citizens and the state for the institutions that govern economic and 
social interactions among them”.  Further, McNeil and Malena (2010), state that governance is 
determined by: 
• How government makes things happen; 
• How institutions hold governments accountable through checks and balances; 
• How citizens are actively engaged in the governance process. 
 
The World Bank has defined good governance as “epitomised by predictable, open and 
enlightened policy-making; a bureaucracy imbued with a professional ethos; an executive arm of 
government accountable for its actions; and a strong civil society participating in public affairs; 
and all behaving under the rule of law” (2010 p3). 
 
Therefore, quality of governance depends on institutions, policies and relationships between the 
state and its people, which collectively determine the governance framework of a country. 
Kuotsai (2007 p4) notes that, “The first major change in the good governance approach is the 
importance of decentralization policies”. Good governance is critical for development - whether 
economic, social or political. Poor governance not only results in corruption and a waste of 
development resources, but also compromises the quality and effectiveness of policy-making, 
planning and provision of services to meet basic needs. It also denies citizens their inherent right 
to influence decisions that directly affect their lives and to hold state officials accountable for the 
public resources for which they are responsible. It can therefore be said that Kenya has taken the 
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first major change towards improvement of governance. However, this step in itself does not 
mean improved governance and thus needs to be strengthened by strong institutions, credible 
leadership and relationships between the state and its citizenry among other good governance 
practices. 
Abdellatif (2003; p.16) states “There remains to be conflicting views on the casual linkages 
between governance and economic growth”. He further posits, “today’s governance debates are 
out of concerns with the implementation of economic reform programmes that were part of an 
overall economic liberalization agenda in developing countries”. However, one thing that 
emerges from various studies is that improving the quality of governance is essential for 
economic development.  
According to Sharma (2007), “The quality of governance fundamentally determines long run 
developmental outcomes” Koutsai further emphasises; 
In the area of economic development, policymakers play a major leadership role in 
shaping and implementing development policy and programs. These public officials have 
been very interested in economic development because of the benefits of increasing 
economic growth, diversifying economic structure, and creating value-added high quality 
jobs in their local communities. They have been actively involved in the planning of 
economic development goals and strategies and in the design of financial policies and 
incentives. They have made institutional arrangements or rearrangements to identify 
specific organizations to be responsible for economic development activities. They have 
especially tried to remove bureaucratic barriers and regulatory problems to improve the 
operational effectiveness for better business services. 
The studies conducted by the above mentioned scholars indicate that there is a relation between 
good governance and improved economic development, forming a rich background for this 
study. This study in particular, focused on how devolution fosters good governance. 
1.3 DEVOLUTION 
A conceptual definition of devolution entails an understanding of the complex dynamics of 
decentralization from which devolution is premised. Scholars present different definitions of 
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decentralization, but a central theme that characterises these is the dispersion of decision-making 
governance closer to the people. Muia (2008) asserts that decentralization is one way through 
which people’s rights to participate in governance is attainable. He further highlights two central 
definitions of decentralization to emphasize the importance of the transfer of decision making 
power and management of affairs to a subordinate entity.  There are three dimensions of 
decentralization – namely: administrative, political and fiscal decentralization. According to 
Mwenda (2010), devolution is a political arrangement where political, administrative and fiscal 
power is distributed to semi-autonomous, territorial and sub-national units. In this regard, 
devolution encompasses more than just decentralization, because in addition to transfer of 
powers, the authority to make policy decisions in the sphere of political, administrative and fiscal 
arenas is conferred to the sub-national entities by law. 
 
1.4 DECENTRALISATION - A MEANS TO IMPROVING GOVERNANCE. 
Work (2002 p.2) observes, “Today, academics, practitioners and development stakeholders 
universally recognize the importance of good governance practices for alleviating chronic 
poverty and injustice. Simultaneously, the world has increasingly turned towards the practice of 
decentralization to assure democratic governance for human development”. 
 
According to UNDP (2002 p.11), “Decentralization can be defined as the transfer of 
responsibility for planning, management and resource raising and allocation from the central 
government and its agencies to the lower levels of government”.  
 
 Decentralization has been suggested as an alternative model of government that builds trust, 
transparency and accountability. Decentralized governance defines the systematic and 
harmonious interrelationships resulting from the balancing of power and responsibilities between 
central governments, other levels of government, and non-governmental actors and the capacity 
of local bodies to carry out their responsibilities using participatory mechanisms. Further, it has 
demonstrated its significant contributions to improving the population’s access to health, 
education, employment and sustainable livelihoods opportunities and various social services 
(UNDESA 2007). It is strongly correlated to citizens’ increased participation in economic, social 
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and political activities, and is essential in developing and enhancing people’s capacities and the 
fostering of government responsiveness. 
1.5 DEVOLUTION IN KENYA 
In August 2010, Kenya promulgated a new constitution, the Kenya Constitution 2010. In the new 
Constitution, the government shall no longer be centralized but rather devolved to two levels - 
the National and County governments. The objectives of devolution of government, according to 
the Constitution, is to promote democratic and accountable exercise of power; to promote 
national unity by recognizing diversity; to promote social and economic development and to 
provide proximate, easily accessible services throughout Kenya; to ensure equitable sharing of 
national and local resources among others. In order for this to be realised, each County shall have 
its own government. A county is a region created by territorial division for the purpose of local 
government.  
 
Nairobi City which is a County government is located in south-central Kenya, 140 kilometers 
(87 miles) south of the equator. It is well served by international airlines, and a regional road 
network links it to other major East African urban centres. It therefore, not only forms one of the 
County Governments but also is the Capital City and the economic hub of East Africa.  
 
1.6 PROBLEM STATEMENT 
This study sought to explore how governance of Nairobi City can be improved under the 
dispensation of the new constitution (devolution) to promote national economic development. As 
seen above, Nairobi is the Capital City of Kenya and, therefore, even as it forms a unit of 
devolution (County), it probably will be the model for other devolution units in the country.  It is 
worth noting that under the centralized government, Nairobi City was one of the 174 Local 
Authorities that were units of enhancing local development. However, a study by Okello (2006) 
reveals a lot of inequalities experienced during the era of centralized government due to 
governance malpractices. The introduction of a devolved system is expected to improve 
governance to a great extent, and consequently enhance development.   
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1.7 RESEARCH DELIMITATION, LIMITATIONS AND CHALLENGES OF THE 
STUDY 
The study looks at government effectiveness under the concept of good governance. Government 
effectiveness, according to the Worldwide Governance Indicators, entails capturing perceptions 
of the quality of public services, the quality of civil service and the degree of its independence 
from political pressures; the quality of policy formulation and implementation, and the 
credibility of government’s commitment to such policies. This study concentrated on this 
particular indicator because it is very essential not only to improving governance, but also to 
enhancing development, both at the national and local levels. Furthermore, government 
effectiveness alone is a good enough indicator to inform the study of governance in Kenya. The 
researcher also experienced time constraints especially during data collection, given that two 
methods were being employed to collect data. 
1.8 RATIONALE 
Kenya has been operating under a centralized government since independence, and this has 
culminated in a prevalence of poor governance and slow development over the years. (Okello, 
2006; Mwenda, 2010). The Constitution of Kenya 2010 has introduced a devolved system of 
government. This in itself is a stepping stone to improving governance. As seen above, counties 
will form their own governance structures. Resources will be devolved from the National to the 
County government which shall also be responsible for their own planning and resource 
utilization. With all these factors in place, good governance practices at the County level are 
essential. As Kenya embarks on implementation of a new system of government, it is necessary 
to have the right governance structures and systems from the outset. It is critical to identify the 
areas that need improvement in terms of governance practices. Looking at the World Governance 
Indicators and determining areas of improvement is critical to this study.  Nairobi City forms a 
key part in the governance framework and economic development of the country. This is because 
it was formerly the home to the centralized government and now shall not only host the National 
government, but in itself shall be a County government. Furthermore, Nairobi City is the 
political and financial stronghold of the country and shall most probably form the model for 
other county governments across the country. In view of this, good governance systems and 
structures are necessary in good time, even as devolution is implemented. Research does not 
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currently exist on devolution and how governance can be improved in this context even though 
the Kenya Constitution 2010 provides opportunities for improvement of governance structures 
and accelerated achievement of development goals. If Kenya is to achieve national/local 
economic development, then governance must be improved. 
 
1.9 GENERAL ASSUMPTION 
This study held the assumption that improved governance consequently results in local and 
national development as argued by numerous scholars and practitioners in previous studies 
(Todaro and Smith, 2009; McNeil and Malena, 2010; UNDESA, 2007). Furthermore, this study 
shall assume that despite only focusing on one of the six indicators, an idea of good governance 
as a whole will be obtained. 
1.10 RESEARCH QUESTION/SUB-FOCI 
Primary Research question 
Taking into consideration the pivotal role Nairobi City plays in forming a model for county 
government, and the fact that it’s the political and financial stronghold of the country, and the 
host of the National Government, the primary question that guided this study was: To what 
extent will devolution promote government effectiveness to foster National Economic 
Development? 
 Secondary research questions 
In order to adequately address the primary question, the following secondary questions were 
used 
i. What significance does devolution have in improving governance in the area of 
government effectiveness? 
ii. What does government effectiveness entail under a devolved system? 
iii. What factors contribute to government ineffectiveness in Nairobi City, and what 
systems that can be utilized to enhance government effectiveness are in place? 
iv. What are the citizens’ perception of government effectiveness and devolution, and 
what mechanisms can be used to engage them better to improve government 
effectiveness under the county system? 
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1.11 CONCEPTUAL FRAMEWORK 
The study was based on concepts of devolution, good governance and economic development. 
The study looks at governance specifically on government effectiveness which is one of the six 
Worldwide Governance Indicators.  
 
Figure 1(a) below illustrates a conceptual framework of how good governance indicator of 
government effectiveness pegged on devolution can be applied in Kenya to foster National 
Development. 
Figure 1(a) 
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Both the national and the devolved levels of government as provided in the Kenya Constitution 
2010, have to adopt these principles and collaborate with each other in order to attain national 
development. Nairobi City is one of the county governments. Currently the city is classified into 
75 wards and each of these wards is represented a councillor. The head of the councillors is the 
Mayor of the City and it is the councilors who vote him to office. However, a lot of restructuring 
is underway as provided in the Kenya Constitution 2010 for county governments. 
 
National development will be evident when the Millennium Development Goals (MDGs) and 
the vision 2030 targets of the economic pillar are met. However, the MDGs have been 
incorporated into the vision 2030, and the study may give more preference to the targets in the 
vision.   
1.12 RESEARCH METHODOLOGY AND DESIGN 
The study engaged a qualitative approach due to the nature and type of data that was required. 
Mugenda (1999) observes that qualitative approaches are increasingly being used to address 
social and economic problems. He further says that by using the qualitative method, researchers 
are able to collect data and explain phenomena deeply and exhaustively. The study adopted a 
similar methodology because the researcher sought to explore the areas of devolution and 
governance which are based on experiences and perceptions. Qualitative method was used 
because it is against the understanding and practices of devolution, governance and economic 
development on which this study was anchored. Data was collected via a mini survey and face-
to-face interviews with government officials within Nairobi City. The qualitative method 
provided subjectivity of the study and provided a better understanding of the research problem. 
 
200 questionnaires were distributed to respondents with the aim of obtaining data from the 
citizens and civil society. The researcher conducted surveys at Nairobi City offices, Kenya 
Revenue Authority, State Law Office and at the Ministry of State for Immigration and Registrar 
of Persons. The questionnaire sought to obtain information on citizen perception of government 
effectiveness and their level of participation in government matters in as far as government 
effectiveness is concerned. The questionnaire had 16 semi-structured and 2 open-ended questions 
that focused on how citizens are affected by government ineffectiveness (if any) and how that 
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can be improved. The questionnaire also sought to identify the mechanisms by which the citizens 
feel most empowered to participate in policy formulation and implementation. 
 
With regard to interviews, the researcher used an in-depth analysis through structured questions 
to obtain data from the government side. The structured interview was chosen because it gave 
room for the probing and clarification of answers while at the same time kept the interview on 
focus. The researcher used purposive sampling in conducting the interviews, because only 
government officials could provide the information required through this instrument. 
Government officials were selected from 5 institutions which are: Ministry of Finance, which is 
very critical in resource collection and utilization; Ministry of Planning, National Development 
and Vision 2030 which is responsible for implementing of development plans; Ministry of State 
for Immigration and Registrar of Persons, which is a service delivery oriented Ministry; Ministry 
of Labour; Higher Education Loans Board and Kasarani Police Station. Due to time constraint, 
only one respondent was interviewed for each Institution as opposed to the proposed three 
respondents from each institution.  
 
The questionnaire survey utilized convenience sampling because it focused on citizens seeking 
government services and was therefore based on those who were available and willing to 
participate at that particular time. This was not only cheaper for the researcher, but was faster in 
data collection as compared to the in-depth analysis. Furthermore, because the researcher was 
interested in approximating the truth from the in-depth analysis, the questionnaire survey was 
engaged in the study. 25 questionnaires were administered at four service delivery centres for a 
period of two days. 
 
The design used is a mix of case study and action research. This is because respondents were 
drawn from within Nairobi City as the case of study. This enabled the researcher to explore and 
understand the study clearly. However, the limitation to this design was the inability to 
generalize findings. Nairobi City may have characteristics that may not apply to other counties 
and therefore there is a possibility that information obtained from this study may not be used 
elsewhere in the same context, even though it forms the model for devolution. In this regard, the 
research design was a combination of methodologies which mostly comprised of: a case study of 
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Nairobi City; action research which determined how to improve governance (government 
effectiveness); analytical research which explored the factors that have led to governance 
malpractices; and document analyses which provided trends and ideas in the area of 
improvement of governance. The action research bit of this study is due to the fact that the 
results of the study could be used by party amongst the respondents (government officials) to do 
things differently in order to improve governance. 
 
1.13 DATA COLLECTION, ANALYSIS AND INTERPRETATION 
Face-to-face interviews 
The researcher conducted face to face interviews with senior government officials (Job Group S 
and above), within Nairobi. The interviews provided a detailed exploration of government 
effectiveness in terms of quality of public service, quality of civil service and the degree of 
independence from political pressure and quality of policy formulation and implementation, and 
credibility of government’s commitment to such policies. The interviews also provided an 
opportunity for the interviewer to clarify anything that the respondent may not have understood. 
The limitation to this technique was that officers did not accept to be interviewed probably for 
fear of victimization. 
Questionnaires 
The study conducted a survey using questionnaires to citizens within Nairobi. Questionnaires 
provided a general perception of what citizens feel about government effectiveness and whether 
devolution is perceived as a means to improved governance. The questionnaire also gave insight 
on citizens’ expectations of devolution. 
Document analysis; 
The study reviewed the Kenya Constitution 2010, Kenya Vision 2030 blueprint, Evaluation 
report of the first Medium-term Plan of the Vision 2030, Worldwide Governance Indicators 
among other policies.  
Analysis and Interpretation 
As data analysis involves the observation of patterns in the data and asking querying the patterns, 
data obtained shall be analyzed using tables, charts and graphs through MS Excel. Triangulation 
method shall be used to interpret the findings of this study. The researcher intends to triangulate 
the findings from the questionnaire and the face to face interviews in order to facilitate the 
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validation of findings. This method eliminates the weaknesses and biases that could arise from a 
single method analysis. 
1.14 ROLE OF THE RESEARCHER 
The role of the researcher in this study was; 
• Preparation and structuring of interviews and questionnaire schedules 
• Preparation of interview schedules 
• Administration of the interview and questionnaire schedules 
• Analysis and interpretation of findings 
• Writing a report  
1.15 ETHICAL CONSIDERATIONS 
According to a publication by Social Research Association (2003), “In recent years ethical 
considerations across the research community have come to the forefront. This is partly a 
consequence of legislative change in human rights and data protection, but also a result of 
increased public concern about the limits of inquiry”.  
Informed consent and voluntary participation 
The researcher first made an introduction before engaging the respondents in order to obtain their 
consent and cooperation to participate in the study. Voluntary participation of respondents, 
particularly in the questionnaire survey prevailed. 
Privacy, confidentiality and anonymity 
All participants’ information and responses shared during the study were kept private and the 
results were presented in an anonymous manner especially in the case of interviews in order to 
protect the identities of the respondents. In this regard, data was analyzed without making 
reference to the specific person interviewed, but rather the name of the institution. Furthermore, 
the researcher avoided questions that touched on personal issues such as names and identification 
numbers. However, the interview respondents were not willing to be interviewed. The decline 
was attributed to the fact that in the past, senior government officials have been victims of 
recorded interviews by university students. 
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Non-discrimination 
The study did not discriminate the respondents in terms of gender, race, or religion. The 
researcher ensured there was almost equal representation by the two gender groups. 
Institutional policy  
The researcher familiarised herself with policies of relevant institutions that were to be contacted 
in the period of study by making calls and inquiring on their expectations and requirements 
during the interview. The researcher did not experience any difficulty in gaining access to the 
respondents’ institutions, only that some were not available and in such a case, an appointed 
representative was interviewed. In addition, the research was conducted according to the 
Research Ethics Regulations of Nelson Mandela Metropolitan University. 
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CHAPTER TWO 
2.0 DEVELOPMENT AND GOOD GOVERNANCE 
2.1 DEVELOPMENT 
Todaro and Smith (2009 p.14) notes that, “In strictly economic terms, development has 
traditionally meant the capacity of a national economy, whose initial economic condition has 
been more or less static for a long time, to generate and sustain an annual increase in its Gross 
National Income (GNI) at rates of 5% to 7% or more”. A common alternative economic index of 
development has been the use of growth of income per capita to take into account the ability of a 
nation to expand its output at a rate faster than the growth rate of its population. However, 
income per capita in isolation does not translate into development though it is necessary for 
development to take place. As such, development encompasses other factors such as social 
structures, institutions and leadership, which when all combined yield a more satisfactory quality 
of living both economically and socially. This study looks at governance and its relationship to 
development. 
2.2 GOVERNANCE 
Kaufman (Governance Matters VIII 2009) and the Worldwide Governance Indicators (WGI) 
project, defines governance as “the traditions and institutions by which authority in a country is 
exercised. This includes how governments are selected, monitored and replaced; the 
government’s capacity to effectively formulate and implement sound policies and provide public 
services; and respect of citizens and the state for the institutions that govern economic and social 
interactions among them”. Further, McNeil and Malena (2010), show that governance is 
determined by; 
• How government makes things happen; 
• How institutions hold governments accountable through checks and balances; 
• How citizens are actively engaged in the governance process; 
The World Bank ( Governance Matters VIII 2010)  has defined good governance as “epitomized 
by predictable, open and enlightened policy making; a bureaucracy imbued with a professional 
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ethos; an executive arm of government accountable for its actions; and a strong civil society 
participating in public affairs; and all behaving under the rule of law” 
According to UNDESA, governance can be looked at in three major perspectives: 
a. Political/Public governance, whose authority is the state, government or public sector, 
relates to the process by which a society organizes its affairs and manages itself. The 
public sector can be defined as activities that are undertaken with public funds, whether 
within or outside of core government, and whether those funds represent a direct transfer 
or are provided in the form of an implicit guarantee.  
b. Economic Governance, whose authority is the private sector, relates to the policies, 
processes or organizational mechanisms that are necessary to produce and distribute 
services and goods.  
c. Social governance, whose authority is the civil society, including citizens and non-profit 
organizations, relates to a system of values and beliefs that are necessary for social 
behaviours to happen and for public decisions to be taken.  
 
In view of the above explanations of governance, it can be said that governance is not only about 
the government, but an interdependence of the society as a whole. The three aspects of UNDESA 
have their importance in contributing towards improved governance whereby social governance 
provides moral foundation while economic governance provides material foundation and the 
political governance guarantees the order and cohesion of a society (UNDESA 2007). 
Therefore, quality of governance depends on institutions, policies and relationships between the 
state and its people, which collectively determine the governance framework of a country. 
2.3 DETERMINANTS OF GOOD GOVERNANCE 
According to Kpundeh (Monday June 23 2008) during his public lecture on governance and 
anticorruption, and the World Bank (Governance Matters 2010), good governance is determined 
by: 
• Institutional checks and balances in public sector governance influenced by independent, 
effective judiciary, legislative oversight, decentralization with accountability, global 
initiatives such as OECD convention and anti-money laundering. 
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• Political accountability influenced by political competition with credible political parties, 
transparency in party financing, disclosure of parliamentary votes, assets declaration and 
conflict of interest rule. 
• Competitive private sector influenced by economic policies; restructuring of monopolies; 
effective streamlined regulation; robust financial systems; corporate governance, and 
collective business association. 
• Public sector management influenced by meritocratic civil service with adequate pay; 
public expenditure financial management such as value for money procurement; tax and 
customs and frontline service delivery (health, education, and infrastructure). 
• Civil society voice and participation which is influenced by freedom of information, 
public hearing on draft laws, media/NGOs, community empowerment, and report 
cards/client surveys. Civil society organizations need to be empowered in order to 
improve governance through participation in public decision making and resource 
allocation; monitoring government performance and ensuring accountability in the use of 
public resources. 
2.4 GOVERNANCE AND ECONOMIC DEVELOPMENT 
United Nations Department of Economic and Social Affairs (UNDESA), refer to governance as 
the way a society sets and manages the rules that guide policy-making and implementation. Per 
capita income and quality of governance are strongly and positively correlated across countries. 
Three complementary possibilities work their way into this correlation; 
1. Better governance exerts a powerful effect on income. 
2. Improvements in governance are results of higher income. 
3. There are other factors that interplay to make countries be better governed. 
 
However, the role of governance and economic development cannot be overlooked. The role of 
government in governance is to provide a stable political and economic environment. 
Government policies throughout the world should aim to promote fiscal responsibility, remove 
barriers to competition, ensure a legal framework for property rights and regulatory oversight, 
and ensure transparency of the law and policies (UNDESA). 
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The United Nations has considered “good” governance as an essential component of Millennium 
Development Goals (MDGs) because good governance establishes a framework for fighting 
poverty, inequality and many of humanity’s other shortcomings (UNDESA).In view of this, 
governance should integrate private sector more closely as partner; the information age for 
improved communication and globalization as well as decentralisation. 
2.5 DECENTRALISATION AS A MEANS TO IMPROVING GOVERNANCE 
According to UNDP (2002), “Decentralisation can be defined as the transfer of responsibility for 
planning, management and resource mobilization and allocation from the central government and 
its agencies to the lower levels of government”.  
 
Decentralization has been suggested as an alternative model of government that builds trust, 
transparency and accountability. Decentralized governance defines the systematic and 
harmonious interrelationships resulting from the balancing of power and responsibilities between 
central governments, other levels of government and non-governmental actors, and the capacity 
of local bodies to carry out their responsibilities using participatory mechanisms. 
 
Decentralization has demonstrated its significant contributions to improving the population’s 
access to health, education, employment and sustainable livelihood opportunities and various 
social services (UNDESA 2007). 
 
Decentralization is strongly correlated with citizen’s increased participation in economic, social 
and political activities. Furthermore, it is essential in the development and enhancement of 
people’s capacities, and fostering of government responsiveness. 
 
According to a report of the common wealth workshop on decentralization and devolution 
(2000), decentralization involves democracy at grass roots level. It also involves achieving fiscal 
autonomy and the concept of funds equalization, public participation, empowerment of local 
government commissions and enablement of diverse and socially disadvantaged groups to 
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become fully involved. There is an important connection between functions, finances, 
capabilities and capacities. They hold the key to effective decentralized and devolved structures. 
 
Decentralisation and Civil Society: Civil Society’s role lies between that of the public and that 
of government. Civil Societies have a collaborative, facilitating, enabling and monitoring role in 
reinforcing democracy. Decentralization brings decision-making closer to the people and, 
therefore, yields programmes and services that better address local needs. The challenge is to 
ensure that all stakeholders can and will voice their opinions. Works (2002 p4) observes that 
community participation and boosting of grassroots development plays a key role in the 
sustainability of programmes and the improvement of quality of life. Bringing stakeholders 
together to define priorities for projects and programmes increase interest and a sense of 
ownership, which in turn promotes sustainability.” Furthermore, he notes, “Supporting open 
dialogue and participation between the local government and civil society can ensure improved 
self-reliance and, encouraging a culture of participatory democracy assists in ensuring the 
accountability of elected local government officials. In turn, increased responsiveness of local 
authorities and improved service provisions assists in better revenue and local tax collection”. 
 
Decentralisation and the citizen: Decentralization increases the avenues through which citizens 
are involved in decision-making. It also helps mobilize local resources and make way for the 
improved management of democracy. It further opens opportunities for regular consultation, 
open communications, responsive leadership and an accountable bureaucracy, which strengthen 
relations between the government and the citizen (Commonwealth 2000). 
 
Local government’s success depends on financial autonomy, equalization policies, transparency 
and accountability of elected leaders and officials. 
Decentralization and local economic development: Martinussen (1997) notes that 
development studies most often relate the issue of decentralization to achieving economic and 
other objectives beyond administrative matters. He further says “In economic terms, the 
objectives often stated for devolution focus on increasing local resource mobilization as part of 
overall resource generation for development; provision of better services and local infrastructure; 
more efficient utilisation of resources and more generally increasing total government capacity to 
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facilitate and promote economic, social and human development. From his observation, it is clear 
that government effectiveness is key for devolution to effectively take place. Furthermore, 
devolution should enhance increased effectiveness, efficiency in general and financial 
management; increased transparency and accountability; and better adaptation of government 
activities to local conditions and locally perceived needs and priorities. 
 
 According to Koutsai (2007 p 2), local economic development has been one major public policy 
emphasized by many governments for the past several decades. He further says that in order to 
achieve local economic development, policy makers have to emphasize reform ideas to improve 
the operation of their local government systems. Among various reform ideas, the good 
governance approach has become a popular reform model in recent years. 
2.6 ROLE OF GOVERNMENT IN ECONOMIC DEVELOPMENT 
Koutsai (2007 p5) observes that, one major issue regarding the application of governance 
concepts to economic development is the role of government in economic development. The 
neoclassical arguments of development emphasise the role of foreign trade and investment and 
the importance of a free market in stimulating competition during the development process.  
Koutsai  further notes that the static arguments of development indicate that the successful 
experience of newly industrialized countries is related not only to the operation of the free 
market but also the active role government plays in directing public and private resources to 
change the structure of their economy. Todaro and Smith (2009) also observe that a well-
functioning market system requires special social, institutional, legal and cultural preconditions 
often absent in developing nations. They further note that as a result of the disenchantment with 
the perceived failure of government intervention, many economists, some finance ministers in 
developing countries and heads of the major international development organizations have 
advocated for increased use of the market mechanism as a key instrument for promoting greater 
efficiency and more rapid economic growth. However, the state needs to retain an economic role 
to ensure regulation and balance in the market. Some problems attributed to state intervention in 
the developing countries are listed below; 
 
20 
 
2.6.1 SOME PROBLEMS OF GOVERNMENT INTERVENTION IN DEVELOPING 
COUNTRIES (Todaro and Smith (2009; 547); Adapted from Nicholas Stern, “The economics 
of development: A survey” Economic journal 99). 
• Individuals may know more about their own preferences and circumstances than the 
government 
• Government planning may increase risk by pointing everyone in the same direction-thus 
making bigger mistakes than markets 
• Government planning may be more rigid and inflexible than private decision making 
because complex decision making machinery may be involved in government 
• Government may be incapable of administering detailed plans 
• Government controls may block private-sector individual initiative if there are many 
bureaucratic obstacles 
• Organizations and individuals require incentives to work, innovate, control costs, and 
allocate efficiently, and the discipline and rewards of the market cannot easily be 
replicated within public enterprises and organizations. Public enterprises are often 
inefficient and wasteful. 
• Different levels and parts of government may be poorly coordinated in the absence of the 
equilibrating signals provided by the market, particularly where groups and regions with 
different interests are involved. 
• Markets place constraints on what can be achieved by government; for example, resale of 
commodities on black markets and activities in the informal sector can disrupt rationing 
or other nonlinear pricing or taxation schemes. This is the general problem of “incentive 
compatibility” 
• Controls create resource-using activities to influence those controls through lobbying and 
corruption-often called rent seeking or directly unproductive activities 
• Planning may be manipulated by privileged and powerful groups that act in their own 
interests, and planning creates groups with a vested interest in planning, for example, 
bureaucratic or industrialists who obtain protected positions. 
• Governments may be dominated by narrow interest groups focused on their own welfare 
and sometimes actively hostile to large sections of the population. Planning may intensify 
their power. 
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2.7 DEVOLUTION 
Koutsai (2007) observes that, the first major change in the good governance approach is the 
importance of decentralization policies emphasized in many developed and developing countries. 
Mwenda (2010) brings out three fundamental dimensions of decentralization, namely 
administrative, political and fiscal. Administrative decentralization is the transfer of 
responsibility for the planning, financing and management of certain public functions from the 
central government and its agencies to field units of government agencies, subordinate units or 
levels of government, semi-autonomous public authorities or corporations, regional or functional 
authorities. Administrative decentralization aims at strengthening of field administrative units of 
the public/civil service in a country, including capacity building efforts at national and local 
levels.  Oloo (2006). 
Political decentralization entails movement away from a non-centric to a polycentric structure of 
political power and takes two forms, horizontal, where institutions that promote separation of 
powers and accountability of the executive for its actions such as the legislature and the courts 
are strengthened, and vertical decentralization, involving assigning powers to local government 
structures. The main objectives of political decentralization are greater citizen participation and 
higher levels of accountability to the citizens. This leads to institutional responsiveness in service 
delivery and low levels of corruption in government. Accountability to citizens increases in the 
face of reduced accountability to the central government. 
 
Fiscal decentralization involves the transfer of financial resources from the central government to 
autonomous local agencies. It may be done directly through assignment of tax powers to 
facilitate the decentralized agencies to implement their responsibilities. Alternatively, it may be 
done indirectly through financial deregulation where regulation of financial institutions is shifted 
away from the major capitals. Worth noting is that fiscal decentralization is rarely designed in 
isolation but accompanies both administrative and political decentralization.  
 
Therefore, the types of decentralization systems, namely de-concentration, delegation and 
devolution derive their identity from the three dimensions. 
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Muia (2008) further notes that devolution is a political arrangement where political, 
administrative and fiscal power is distributed to semi-autonomous territorial and sub-national 
units. In this regard, devolution is broader than de-concentration and delegation as it 
encompasses more than just the transfer of administrative powers. In addition, the authority to 
make public policy decisions in the political, administrative and fiscal spheres is conferred on the 
sub-national entities by law. (Government of Kenya). 
 
This implies that in devolution, the sub-national entities are not directly accountable to central 
government although they have to work within statutes and rules set by it. 
 
2.7.1 ROLE OF DEVOLUTION IN IMPROVEMENT OF GOVERNANCE 
Devolution as seen above, demands for strong, well-constructed sub-national entities that 
enhance a democratic culture. Devolution, therefore, by creating a number of governments below 
the national level, multiplies the opportunities for political participation. Barret et al (2007) and 
Oloo (2007) point out that the community not only engages in the local political process but are 
also able to demand effective provision of services. Ndulo (2006) further says that this is because 
when things go wrong, physical proximity makes it easier for citizens to hold local officials 
accountable for their performance. In empowering communities to manage their own resources 
more effectively, devolution simultaneously strengthens local institutions. Further, by affording 
the local community an opportunity to participate in the planning and implementation of 
development projects, devolution enhances their sense of ownership of the project (Barret et al, 
2007 and Oloo 2007). Devolution ensures that varying interests of stakeholders are balanced, and 
that decisions are made in a rational, informed and transparent fashion (Mwenda 2010). 
 
Devolution creates sub-national entities which provide an additional accountability mechanism 
by reducing concentration of power at the centre, thus hindering its arbitrary exercise (Mwenda 
2010). 
 
Another key political advantage a devolved system of government has over a centralized system 
is that it’s more inclusive. It provides channels for the expression of regional sentiments and 
encourages national policies to become more sensitive to regional variations (Mwenda 2010). 
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Devolved levels of government have their reason for being in the provision of goods and services 
whose consumption is limited to their own jurisdiction. Since outputs of such goods and services 
are tailored to the particular preferences and circumstances of their constituencies, decentralized 
provision increases with economic welfare of the constituents. This is because the level of 
welfare is often higher if consumption occurs at each jurisdiction than if any single uniform level 
of consumption is maintained across all jurisdictions. 
 
Devolution also promotes the ability to effectively promote productive efficiency in the 
provision and use of public services, and the allocation of resources (Mwenda 2010). By the 
virtue of their proximity to the beneficiaries of policy outcomes, the sub-national entities can 
allocate and extract resources more efficiently, than central government. This is attributed to the 
fact that they have better access to local information, are more directly accountable to local 
constituents and can more effectively identify and articulate regional needs Barret et al (2007). 
 
In poverty alleviation, Barrette et al (2007) argues that devolution provides a more effective 
governance framework for advancing pro-poor policies. Since the sub-national institutions are 
likely to be more familiar with the local circumstances and cost conditions, they are better 
equipped to distribute resources more equitably. In so doing, they target poverty more efficiently. 
 
Mwenda (2010) observes that another argument advanced in favour of devolution is that by 
introducing inter-jurisdictional competition, it extinguishes the opportunities for bribery and rent 
seeking. Such opportunities are often created by the lack of competition that a central 
government monopoly supply of goods and services presents (Barret et al 2007) Devolution 
encourages innovation in the delivery of services as individuals have greater incentive to 
participate in all aspects of community life and to seek solutions to individual and collective 
choices (Kimenyi, 2002). 
24 
 
2.8 POTENTIAL RISKS TO DEVOLUTION 
If not properly designed and implemented, devolution leads to the translation of central 
government bureaucracies, inefficient utilization of resources and lack of accountability at the 
sub-national level (Barret et al 2007). These are pitfalls to avoid if governance is to be improved; 
Patron-client relations: if devolution rules and systems are poorly designed, there is a risk that 
politicians at the local level could use resources at their disposal to perpetuate themselves in 
power. They accomplish this by skewing allocations in favour of their kinsmen, supporters, 
sycophants of political hangers on to purchase political loyalty (Mwenda 2010)  
 
By moving allocative decisions further out of limelight, devolution risks permitting greater levels 
of corruption and mismanagement of resources (Barret et al, 2007). This is particularly so in 
communities where members lack awareness as to their roles and the capacity to execute them 
(Mwenda 2010). The risk of corruption is higher in the absence of mechanisms to enable the 
community effectively monitor and evaluate usage of funds. 
 
Kimenyi (2002) argues that to reduce inter-ethnic conflicts, devolution must of necessity involve 
the creation of autonomous ethnic governments. Based on geo-ethnicity, each government would 
have an ethnic group as its unit of collective choice. This argument, however, remains 
controversial since devolution may in actual effect undermine national unity and could inflame 
ethnic, religious and cultural diversities. It has the potential to lead even greater marginalization 
of minorities and minorities within minorities (CKRC 2002). 
 
Devolution may also diminish the power and value of the national government to re-distribute 
resources which creates a draw back to the less developed units. 
2.9 THE RATIONALE FOR DEVOLUTION IN KENYA 
According to Mwenda (2010), African states with centralized systems of government have 
suffered multiple symptoms associated with poor governance. These symptoms are identified as 
firstly; a failure to make a clear separation between what is public and private. This engenders a 
tendency to direct public resources for private gain. Secondly, the system does not establish a 
framework of law and government conducive to development, and encourages arbitrariness in 
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the application of rules and laws. Thirdly, the system fosters excessive rules, regulations and 
licensing requirements which impede functions of market and encourage rent seeking. Fourthly, 
it encourages the setting of priorities inconsistent with development and non-transparent decision 
making. 
 
The aforementioned factors combine to create an environment hostile to development, since the 
authority of government over their people is progressively eroded.  
 
Mwenda (2010) further argues that the unprecedented economic decline and mismanagement is 
further fueled by unhealthy state and civil society relations. The relations are characterized firstly 
by the erosion of boundaries between the state and civil society and secondly, by limited 
participation in governance by its citizenry. Finally, the preferential access to power and 
resources is determined by religious and ethnic or geographical considerations. This is what led 
to the push for an alternative system of government in Kenya. 
2.9.1WHY DEVOLVED GOVERNMENT IN KENYA 
According to Kanyinga (2006), throughout the 1960s and 70s, the international community and 
some neo-liberal scholars often cited Kenya as a success story in Africa. With an average 
economic growth rate of more than five percent per annum and relatively high per capita 
incomes compared to many countries in Africa, Kenya presented a positive economic and 
political example for replication by the developing world in general and in Africa in particular. 
The west eulogized Kenya as one of the few economic and political ornaments, to be held up, 
admired and analyzed mainly in order to detect what might be transferable in its exceptional 
performance (Gibbon 1995). However, the situation changed and Kenya now ranks poorly when 
it comes to governance and the rate of economic growth. 
 
From the Krieglar report 2008, McNeil and Malena (2010) and the 2010 Ibrahim Index of 
African Governance the situation in Kenya in terms of governance can, therefore, be summarized 
in the table below. The column on the left illustrates features of good governance and the column 
on the right is an attempt to illustrate where Kenya lies in terms of the grid towards good 
governance. 
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How does improved 
governance look like  
(McNeil and Malena 
2010) 
The current situation in Kenya (Krieglar report 2008 and readings on 
inequality in Kenya; Sectoral Dynamics and Perspectives ) 
Strengthened 
democracy 
 
Kenyan democracy is characterized by concentrated political power, flawed election 
(as evident in 2007 election process) and inconsistent application of the rule of law. 
Further, there is shallow citizen participation, lack of transparency and top-down 
political control and decision making. This has been brought out strongly through the 
week judicial system and lack of respect for the rule of law.  
 
Enhanced 
accountability 
 
There is executive dominance over legislative and judicial branches of governments 
and independent control agencies such as the Kenya Anti-Corruption Commission 
and Public Complaints Standing Committee (ombudsman) and lack of genuine 
powers of sanction. 
There is weak management and auditing systems of fiscal and administrative 
accountability mechanism 
There is also low compliance with established rules and procedures and human and 
financial capacity constraints 
 
Reduced corruption 
 
There is abuse of powers as shown by the recent cases with KACC. According to 
www.wordpress.com  “four Ministers are now under investigation by the KACC and 
that no less than 45 heads of State Corporations are being investigated. In the past 
few days, headlines of possible underhand dealings in the Ministry of Immigration 
and Ministry of Water and Irrigation are being investigated”. 
Patronage and mismanagement and embezzlement of public resources. 
 
Greater government 
legitimacy and 
credibility 
 
Citizens lack trust in government and weak accountability mechanisms. According to 
an assessment of corruption in Kenya by exit poverty “The problem that the citizens 
have is lack of an avenue to report cases of abuse of their rights, an avenue to report 
to the relevant bodies. The people who report have no faith in the system and the 
culture of impunity has gripped Kenya, with our public officials and people charged 
with serving the public not worried about their actions. Reporting of cases associated 
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with abuse of rights is time consuming and more often than not no action is taken for 
the reported cases”   
Improved citizen-state 
relations 
 
There is no voice for the citizen/civil society. According to Mwenda, 2010, 
“Kenyans do not have access to adequate information in regard to governance and 
development”  
There is need to ensure citizen participation beyond formal elections to involve 
society in deliberations over the design and operation of fundamental services that 
affect their day to day life such as schooling, health and food security. Collaborative 
mechanisms need to be established between the state, civil society and the private 
sector. 
Political stability and 
peace-transparent 
electoral process 
 
There is lack of an independent organ to ensure transparency in the electoral process. 
This is evident following the post-election violence of 2007/08. 
 
2.9.2 WORLDWIDE GOVERNANCE INDICATORS 
According to Kaufman (2010), The Worldwide Governance Indicators (WGI) are a long- 
standing research project to develop cross-country indicators of governance. The WGI consist of 
six indicators of broad dimensions of governance covering over 200 countries since 1996. These 
indicators are; 
Voice and accountability: This entails capturing perceptions of the extent to which a country’s 
citizens are able to participate in selecting their government, as well as freedom of expression, 
freedom of association and free media. 
Regulatory quality: This entails capturing perceptions of the ability of the government to 
formulate and implement sound policies and regulations that permit and promote private sector 
development. 
Government effectiveness: This entails capturing perceptions of the quality of public services, 
the quality of civil service, and the degree of its independence from political pressure, the quality 
of policy formulation and implementation, and the credibility of government’s commitment to 
such policies. 
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Political stability and absence of violence: This measures the perceptions of the likelihood that 
the government will be destabilized or overthrown by unconstitutional or violent means, 
including domestic violence and terrorism. 
Rule of law: This captures perceptions of the extent to which agents have confidence in and 
abide by the rules of society, and in particular, the quality of contract enforcement, property 
rights, the police, and the courts, as well as the likelihood of crime and violence. 
Control of corruption: This captures perceptions of the extent to which public power is 
exercised for private gain, including both petty and grand forms of corruption, as well as 
"capture" of the state by elites and private interests. 
2.10 GOOD GOVERNANCE; A CRITICAL ELEMENT FOR ENHANCED 
DEVELOPMENT 
Abdellatif (2003) observes, “There remains to be conflicting views on the casual linkages 
between governance and economic growth”.   He further says that today’s governance debates 
are out of concerns over the implementation of economic reform programmes that were part of 
an overall economic liberalization agenda in developing countries”. However, one thing that 
emerges from various studies is that improving the quality of governance is essential for 
economic development. 
 
McNeil and Malena (2010) have identified that enhanced development can be demonstrated 
through: 
Better designed policies, budgets and plans: Citizen Participation can contribute to better 
designed, more effective policies, budgets, and plans that are more responsive to citizens’ 
preferences and better adapted to their needs. 
Increased resources: Once citizens understand how their tax is utilized, they are confident that 
they can hold the government accountable and hence are motivated to pay tax. Additionally, the 
Development Partners can give more aid because they are confident that their resources will be 
utilized diligently. Further to that, the private sector contributions increase if a participatory and 
social-accountability oriented process exists. 
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More equitable public spending and services: Increased budget for programs and services for 
the vulnerable groups and marginalized areas. 
Greater efficiency, less waste: There is regular identification of bottlenecks and loopholes in 
the system that leads to delay of disbursement of funds to other institutions. Additionally, citizen 
feedback on problems and shortcomings, and proposed collective solutions for enhanced service 
delivery are incorporated in decision making and planning. 
Better development results: There is an increased number of development projects and 
employment opportunities 
Development in Kenya; Kenya Vision 2030 and Millennium Development Goals 
Kenya Vision 2030 (2008) is the long term development blueprint of the country. It is motivated 
by a collective aspiration for a better society by the year 2030. The aim of the vision is to create 
“a globally competitive and prosperous country with a higher quality of life by 2030”. It aims to 
transform Kenya into a newly industrializing, middle-income country, providing a higher quality 
of life to all its citizens in a cleaner, more organised and a more secure environment. 
Simultaneously, the Vision aspires to meet the MDGs for Kenya by 2015. The economic, social 
and political pillars of the vision are anchored on foundations of; macroeconomic stability; 
continuity in governance reforms; enhanced equity and wealth creation opportunities for the 
poor; infrastructure; energy; science, technology and innovation (STI); land reform; human 
resources development; security and public sector reforms. All the above components relate to 
one or more of the components of achieving government effectiveness for development.  
2.11GOVERNMENT EFFECTIVENESS 
In looking at government effectiveness, the following dimensions are considered: 
The state’s ability to serve its citizens and others, as well as the manner in which public functions 
are carried out; public resources are managed and public regulatory powers are carried out. It 
also looks at government’s capacity to help their citizens, ability to achieve individual 
satisfaction and material prosperity; and delivery of political goods to citizens (rule of law, 
political and civil freedoms, medical and healthcare, schools and education, communication 
networks, money and banking systems, fiscal and institutional context, support for civil society). 
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Therefore, good governance in this area is achieved when a state provides public goods of 
necessary quality and quantity to citizens. 
 
Policies that support public goods are guided by principles such as human rights, 
democratization and democracy, transparency, participation and decentralized power sharing, 
sound public administration, accountability, rule of law, effectiveness, equity and strategic 
vision. In summary, government effectiveness can be looked at in three dimensions: efficiency, 
transparency and participation.  
2.11.1 RELATIONSHIP BETWEEN GOVERNMENT EFFECTIVENESS AND 
ECONOMIC GROWTH 
Countries with more effective governments tend to achieve higher levels of economic growth by 
obtaining better credit ratings and attracting more investment; offering higher quality public 
services and encouraging higher levels of human capital accumulation; putting foreign aid 
resources to better use; accelerating technological innovation, and increasing the productivity of 
government spending. Efficiency in the delivery of public services also has a direct impact on 
poverty. On average, countries with more effective government have better educational systems 
and more efficient health care.(http://www.mcc.gov/pages/selection/indicator/government-
effectiveness-indicator) 
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Figure 3(a) below shows GDP of countries with more effective government; 
2.17.2 Government Effectiveness in Kenya 
Figure 4(a) shows the rating of government effectiveness in Kenya from 1996 to 2010. Higher 
values indicate better rating. The dashed lines indicate the statistically-likely range. This graph 
shows that government effectiveness in Kenya has been ranked below 50%. 
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Figure 4(a). government effectiveness in Kenya 
 
2.12 ATTRIBUTES OF GOVERNMENT EFFECTIVENESS 
2.12.1 Quality of public services 
People want public services that work. They want them to be easy to find out about, simple to 
use and responsive to their needs.  In order to offer services that are perceived to be of good 
quality, governments should, therefore, create organizations with the right approaches and ethos, 
establishing clear ways of delivering services and putting the right people in place to respond to 
the needs of customers. House of Commons Committee of Public Accountants (2005-06). 
However, providing high quality and cost-effective public services is not easy. It involves 
creating organizations with the right approaches and ethos, establishing clear ways of delivering 
services and putting the right people in place to respond to the needs of customers. It also 
requires a combination of good policy development, successful implementation, good 
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understanding of customer needs, sound technology, appropriate resources, a responsive 
organizational culture and well trained staff.  
 
What customers like and dislike about public services( Adopted from House of Commons Committee 
of Public Accounts; delivering high quality public services for all. 63rd report of session 2005-06; p.5) 
 
Citizens like services which are…. 
• Well organized and efficiently run 
• Accountable and fair 
• Aware of the needs of all 
• Swift to respond 
• Reliable 
• Consistent and clear 
• Easy to use 
• Delivered by knowledgeable staff 
• Treat people as individuals 
Citizens do not like services which…. 
• Are complex and bureaucratic 
• Have staff who are unhelpful 
• Don’t explain what is happening with their case 
• Fail to ring back or allow phones to go 
unanswered 
• Are inflexible 
• Produce incomprehensible leaflets and letters 
• Are badly linked up with other services 
 
2.12.2 Quality of public services can be enhanced by; 
Making the mode of service delivery simple and easily accessible through; 
• Having one-stop counters to answer questions from the public. 
• Having electronic queuing system to organise queues at counters. 
• Having one-stop bill payment counters. 
• Having online information systems. 
• Provision of general information telephone systems for inquiry on all government 
services to enable members of the public obtain information without having to visit the 
counters. 
• Provision of directional signs and sign posts. 
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The quality of civil service can be enhanced by; 
Systems and procedures 
Open office system which facilitates communication and close supervision in addition to creating 
a business-like atmosphere in government offices. in addition, regular management meetings to 
identify problems and decide on new measures to solve or prevent them. 
Client charter 
A client charter is a written commitment by a government agency to deliver goods and services 
to its customers according to pre-determined quality standards. This effort shows a customer 
focus by government. This should be followed by a continuous review of the government (civil 
service) work processes and systems. 
Process simplification 
Process simplification can be done through paperless bureaucracy. This entails reviewing the 
amount of information that is required of applicants for a license or permit, the number of forms 
that have to be completed, and the number of licenses for which application must be made in 
order to run a business (one stop licensing system). 
Office automation 
Office automation enhances quality of output and the upgrading of the comfort and safety of 
personnel are actively promoted. Such automation includes text processing machines, 
reprographic equipment, communication equipment and audio-visual equipment.  
Reward and sanctions for performing and non-performing employees. 
 
Reward and sanctions for performing and non-performing employees 
This makes employees more results oriented and accountable. This can be done through 
monetary rewards and other recognition and warning  letters for non-performing employees.  
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2.12.3 Quality of policy formulation and implementation and credibility of government’s 
commitment to such policies 
Engaging citizens in policy making 
PUMA policy Brief (2001, pg1) notes that strengthening of relations with citizens is a sound 
investment in better policy-making and a core element of good governance. It allows government 
to tap new sources of policy-relevant ideas, information, and resources when making decisions. 
Equally importantly, it contributes to building public trust in government, raising the quality of 
democracy, and strengthening civic capacity. Such efforts help strengthen representative 
democracy, in which Parliament plays a central role. 
Consultation is central to policy making 
Consultation is an essential element in public policy-making. As such, it improves the quality of 
policy by allowing government to tap wider sources of information, perspectives and potential 
solutions in order to meet the challenges of policy-making under conditions of increasing 
complexity, policy interdependence and time pressures. Furthermore, it responds to calls for 
greater government transparency and accountability. As public and media scrutiny of 
government actions increases, standards in public life are codified and raised. (PUMA policy 
Brief No 10 (2001). 
Active participation by the citizen 
Active participation involves recognition of the capacity of citizens to discuss and generate 
policy options independently. It requires governments to share in agenda-setting, and to ensure 
that policy proposals generated jointly will be taken into account in reaching a final decision. 
 
Various studies, as seen in this chapter lead to the conclusion that decentralization is a critical to 
improved governance and enhanced development but caution needs to be taken to ensure that 
this is done in such a manner that there are mechanisms in place to mitigate potential risks. This 
can be better achieved by having an effective government in place through the right systems 
procedures and competent personnel; understanding and responding to citizen needs and 
expectations and constantly engaging them in policy formulation and implementation. 
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CHAPTER THREE 
3.0METHODOLOGY 
3.1 OVERVIEW 
This study is based on a mixed approach of qualitative and quantitative research because the 
concept under study is based on understanding, perceptions, expectations and experiences of 
people which inform the findings of the study. Furthermore the Worldwide Governance 
Indicators (WGI) mostly employs perception-based measures of governance taken from surveys 
of households, firms and expert assessment produced by various organizations. Kaufman et al. 
(2010) notes that: 
 Perception matters because first, agents base their actions on their perceptions, 
impression and the views. If citizens believe that the courts are inefficient or the police 
are corrupt, they are unlikely to avail themselves of their services. Similarly, enterprises 
and citizens base their investment decisions and their voting decisions- on the perceived 
view of the investment climate and the government’s performance. Respectively, in many 
areas of governance, there are few alternatives to relying on perceptions data. For 
instance, this has been particularly the case for corruption, which almost by definition 
leaves no “paper trail” that can be captured by purely objective measures. 
 
 This study focused on peoples’ perceptions and experiences of government effectiveness, which 
is one of the six indicators Worldwide Governance Indicators. The specific areas of focus are the 
quality of Public Service, quality of Civil Service and the degree of independence from political 
pressure, quality of policy formulation and implementation and credibility of government’s 
commitment to such policies.  
 
In this regard, the study utilised two research instruments; structured interviews for the 
qualitative and structured questionnaire for the quantitative part consecutively. However the 
qualitative study formed the base of the study and quantitative was used to triangulate findings. 
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3.2 QUALITATIVE APPROACH 
According to Maree (2007),  qualitative research as a research methodology  is concerned with 
understanding the processes and the social and cultural contexts which underlie various 
behavioural patterns, and is mostly concerned with exploring the “why” questions of research. 
Qualitative research typically studies people or systems by interacting with, and observing the 
participants in their natural environment (in situ) and focusing on their meanings and 
interpretations. 
3.2 QUANTITATIVE APPROACH 
Maree (2007 p. 145) notes that quantitative research is a process that is systematic and objective 
in its ways of using numerical data from only a selected subgroup of a universe (or population) 
to generalise the findings to the universe that is being studied. This study utilised this approach 
in obtaining data from the general public that the analysed was triangulated against the findings 
of the qualitative findings of the study.  
Epistemological standpoint of the researcher: The study was based on assumptions related to 
interpretive and constructivist epistemological paradigms. This is because the research was 
subjective, as it was based on people as the primary source of data. Their responses formed the 
basis on which knowledge was obtained. The researcher interacted with the respondents in order 
to obtain data. In this regard, the researcher in this study is a reference for data collection in 
relation to the respondents. The research results of this study have a social implication to the 
respondents as well as the researcher. The study seeks to identify the ideal status of good 
governance (through World Governance Indicators), and determine the current status of 
governance in Kenya, and consequently identify the areas for improvement/intervention in order 
to attain the ideal status. 
Ontological standpoint: The researcher’s standpoint was ideational. The concept under study 
was based on the idea that the only way to obtain the reality is to gain an in-depth understanding 
of perceptions, practices and expectations of people and deduction in order to understand the 
truth. 
Cosmotological standpoint: The researcher was the primary data collection instrument in the 
sense that it’s upon interacting with respondents through interview and questionnaire schedules, 
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that knowledge will be obtained. The research findings will, therefore, be created from these 
interactions. 
3.3 RESEARCH DESIGN 
A research design is a plan or strategy which moves the underlying philosophical assumptions to 
specifying the selection of respondents, the data gathering techniques to be used and the data 
analysis to be done. Maree (2007). In the research literature, six types of qualitative research 
designs are often discussed; conceptual studies, historical research, action research, case study 
research, ethnography and grounded theory. This study was pegged on a case study. From an 
interpretive perspective, the typical characteristics of case studies is that they strive towards a 
comprehensive (holistic) understanding of how participants relate and interact with each other in 
a specific situation and how they make meaning of a phenomenon under study Maree (2007). 
The researcher in this study used a case study because it offers a multi-perspective analysis in 
which the researcher considers not only the voice and perspective of one or two participants in 
situation, but also the views of other relevant groups of actors and the interactions between them. 
 
A key strength of the case study method is in the use of multiple sources and techniques in the 
data gathering process. The researcher determines in advance what evidence to gather and what 
analysis techniques to use against the data to answer the research question. Data gathered is 
largely qualitative, but it also includes quantitative data. Tools for collecting data include 
surveys, interviews, documentation review, observation, and even collection of physical 
artefacts. In this study, the researcher gathered data using surveys: semi-structured 
Questionnaires, in-depth interviews and document analysis. 
 
Criticism of case study methodology is frequently levelled against its dependence on a single 
case and it is therefore claimed that the case study research is incapable of providing a 
generalisation conclusion. However, in almost all cases, this is not the purpose of case study. 
Research-case study research is aimed at gaining greater insight and understanding of the 
dynamics of a specific situation. Even though findings from this study may not be generalized 
due to the limits of a case study, the results will go a long way in providing insight on what other 
counties can adopt in order to improve governance. 
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3.4 SURVEY APPROACH 
Data gathering 
Contrary to quantitative techniques where objectivity is the goal, qualitative studies accept the 
researcher’s subjectivity as something that cannot be eliminated and see the researcher as the 
“research instrument” in the data gathering process. The researcher in this study collected and 
analysed the data and made meaning from the data which has been shared as knowledge.  
Sampling 
Qualitative research is generally based on non-probability and purposive sampling, rather than 
probability or random sampling approaches. This study adopted two approaches of sampling 
depending on the type of respondents and instruments being used. The first being purposive 
sampling, which simply means that participants were selected because of some defining 
characteristics that makes them holders of the data needed for the study - the government 
officials. This is because the study aimed at obtaining the richest possible source of information 
to answer the research questions that only government officials could provide. Specifically, the 
study used criterion sampling where respondents were selected from pre-determined government 
institutions, whereby in each institution, the respondent interviewed were either in Job Group S 
or above; this is because these job groups represent the cadre of officials involved in policy 
formulation and are more knowledgeable and the study considered them able to provide the 
information required for the study. 
 
The second type applied was convenient sampling, which refers to situations where population 
elements are selected based on the fact that they are easily and conveniently available. This was 
used when conducting a perception survey with the citizens, private sector and civil society. It 
was considered cheap, and even though it did not result in representative samples, it was very 
instrumental in making conclusion for the study. The questionnaires were administered to the 
first twenty people to visit pre-determined government service delivery point (Kenya Revenue 
Authority, State Law Office, Ministry of Immigration and City Council of Nairobi offices). 
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Survey Instrument 
The questionnaire used utilized a 5-point scale, with each item measured by two opposing 
positive and negative scales, and neutral scale. These were labeled as follows: “Strongly Agree, 
Agree, (Do not know) Neither Agree nor Disagree, Somewhat Disagree, and Strongly Disagree”. 
Satisfaction, based on mean scores, was defined in terms of the extent to which their 
expectations have been met. The optimal score of 5.00 points means that the citizens are very 
dissatisfied. 
3.5 DATA COLLECTION TECHNIQUES 
Face to face, structured interviews 
An interview is a two-way conversation in which the interviewer asks the participant questions in 
order to collect data and to learn about the ideas, beliefs, views, opinions and behaviours of the 
participant, Maree (2007). The aim always is to obtain rich, descriptive data that will help the 
researcher to understand the participant’s construction of knowledge and social reality. A 
structured interview was used in this study (appendix 7.2). This is because the study required the 
participant to answer a set of pre-determined questions. Even though this method was time 
consuming and required a trained interviewer, the information provided was reliable because the 
respondents were literate and, furthermore, the interviewer assisted with issues that were not 
clear to the respondent. Data from this technique was the major source of information for this 
study in terms of gauging the level of government effectiveness. 
Semi structured Questionnaires 
The questionnaire instrument was used to collect data from citizens, civil society and the private 
sector. It comprised of a mix of closed and open-ended questions (appendix 7.1). Data from this 
instrument was used not only for approximation of truth from interviews, but also to enrich the 
study’s finding on the part of recommendations. 
Document analysis 
The study incorporated both primary and secondary data to provide insight in the findings from 
the interview and questionnaire instruments. The documents analysed included, but were not 
41 
 
limited to: policies, survey reports, administrative documents, newspaper articles and other 
publications relevant to this study. 
3.6 TREATMENT OF DATA 
This analysis is based on data received from all respondents who completed their questionnaires. 
The data collected was statistically treated, using descriptive statistics. The frequency of 
responses was examined for each questionnaire item, and with respect to this report, analysis 
based on mean scores has been utilized.  
The occupation and gender sub-group was categorized during analysis, and as observed 
throughout this report, relative weight has been placed on the occupation and gender sub-group. 
In that respect, it must be clearly understood by the reader that when ‘more negative’ views are 
identified, either at the organizational or subgroup level, it should not be construed that all 
respondents are ‘more negative’. Rather, it reflects that a higher number of participants showed 
concern.  
 
In addition to analysis based on mean score, the following analyses have been applied: two-
dimensional analysis based on importance-performance, to identify substantive actions that can 
be taken to improve services delivery satisfaction, satisfaction gaps to establish the level of 
disconfirmation of expectations, and factor analysis to establish the relative importance of 
different dimensions in terms of driving satisfaction. 
Data analysis 
Literature on qualitative data analysis documents a range of approaches, processes and 
procedures, whereby researchers extract some form of explanation, understanding or 
interpretation from the qualitative data collected of the people and the situations they are 
investigating, Maree (2007). He further notes that qualitative data analysis is usually based on an 
interpretive philosophy that is aimed at examining meaningful and symbolic content of 
qualitative data. Therefore, it tries to establish how participants make meaning of a specific 
phenomenon by analysing their perceptions, attitudes, understanding, knowledge, values, 
feelings and experiences in an attempt to approximate their construction of the phenomenon. 
This is best achieved through a process of inductive analyses of qualitative data where the main 
purpose is to allow research findings to emerge from the frequent, dominant or significant 
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themes inherent in raw data, without the restraints imposed by a more structured theoretical 
orientation. 
 
A content analysis and triangulation method is used to interpret data in this study. Content 
analysis is a systematic approach to qualitative data analysis that identifies and summarises 
message content. Content analysis will apply in cases where the researcher looked at data from 
different angles with a view to identifying keys in the text that will help us understand and 
interpret the raw data. 
 
3.7 TRUSTWORTHINESS AND VALIDITY OF DATA 
Reliability and validity, specifically in as far as the research instrument is concerned, are crucial 
aspects in quantitative research. In qualitative research, the researcher is the data gathering 
instrument. It is, therefore, very critical for the researcher to ensure that data collected is credible 
and trustworthy. According to Maree (2007), it is generally accepted that engaging multiple 
methods of data collection will lead to trustworthiness. In view of this, the researcher in this 
study engaged multiple data collection methods (interviews, questionnaires and document 
analyses) to ensure trustworthiness. Furthermore, triangulation method is used to improve the 
validity and reliability of the data. 
Data collection language 
The data was collected in English language. However, some Kiswahili terms were used during 
data collection, with their English meaning inserted in brackets. This is because some terms in 
Kiswahili bring out the meaning better than in English and have been widely adopted even in 
policies and are easily understood by the ordinary citizen in Kiwahili, e.g. Baraza which means 
public gatherings, has been used in the questionnaire and interview schedules. 
Coding data 
Coding is the process of reading carefully through the data and marking the segments of data 
with symbols, descriptive words or unique identifying names. The coding process enables the 
researcher to quickly retrieve and collect together all the text and other data that they have 
associated with some thematic idea so that the sorted bits can be examined together and different 
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cases compared in that respect (Maree 2007). The questionnaire schedule will be pre-coded and 
post-coded to make data analysis faster upon collection. Data from interviews was coded 
according to emerging themes, which shall then be used to form the basis of knowledge created. 
Furthermore, the coding of the questionnaires and interviews allows the data that has been 
collected to be formally presented. 
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CHAPTER FOUR 
4.0 RESEARCH FINDINGS 
4.1 PARTICIPANTS PROFILE/PURPOSIVE SAMPLING AND PARTICIPANT 
CHARACTERISTICS AND DISCUSSION 
4.1.1 Questionnaire participants 
A total of 200 respondents participated in the survey. However, one respondent did not fill in the 
questionnaire, bringing the figure of the questionnaires analysed to 199. Table 1 provides the 
sample composition, provided by the frequency distribution of the sub-groups, as well as the 
relative percentages of each. Figure 1 provides the gender characteristics of the respondents. 
Table 1: Characteristics of the survey participants. 
Table 1.1:  Gender characteristics 
Gender 
   AGE 
  Total 
Below 
18 18 to 25 26 to 35 36 to 45 46 to 55 Over 55 
Total 199 3 84 41 38 26 7 
Male 56% 67% 51% 66% 55% 54% 71% 
Female 44% 33% 49% 34% 45% 46% 29% 
 
Distribution by age showed that, those between 18 to 24 years of age comprised the highest 
percentage (42%), followed by 26 to 35, 36 to 45, 46 to 55 and over 55 with (21%), (19%), 
(13%) and (4%), respectively. 
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Figure 1: Gender. 
 
 
Gender composition was represented by males (56%) and females (44%).  This shows there was 
almost equal representation in terms of gender in this study. In view of this, any conclusion and 
recommendation resulting from this study will not result in gender discrimination. 
Table 1.2: Age characteristics 
 
Age  1 Gender OCCUPATION 
  Total Male Female 
Private 
sector 
Public 
sector NGO Unemployed Others 
Total 199 112 87 65 36 14 49 34 
Below 
18 
2% 2% 1% 2% 0% 0% 0% 6% 
18 to 
25 
42% 38% 47% 20% 17% 7% 65% 91% 
26 to 
35 
21% 24% 16% 42% 19% 14% 10% 0% 
36 to 
45 
19% 19% 20% 25% 36% 36% 8% 0% 
46 to 
55 
13% 13% 14% 9% 22% 36% 14% 0% 
Over 
55 
4% 4% 2% 3% 6% 7% 2% 3% 
 
On the other hand, distribution by occupation showed that the highest percentage of the survey 
participants were in private sector (33%) followed by the unemployed, and those in public 
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services at (25%) and (19%), respectively. The other category was retirees and students at (15%) 
and (85%) in that category.  
Table 1.3: Occupation characteristics 
Occupation 
  1 Gender AGE 
  
Total Male Female 
Below 
18 
18 
to 
25 
26 
to 
35 
36 
to 
45 
46 
to 
55 
Over 
55 
Total 200 113 87 3 84 41 38 26 7 
Private 
sector 
33% 41% 22% 33% 15% 66% 42% 23% 29% 
Public sector 19% 19% 17% 0% 7% 17% 34% 31% 29% 
NGO 7% 6% 8% 0% 1% 5% 13% 19% 14% 
Unemployed 25% 20% 30% 0% 38% 12% 11% 27% 14% 
Retiree 7% 4% 9% 67% 13% 0% 0% 0% 14% 
Students 11% 9% 14% 0% 25% 0% 0% 0% 0% 
 
 
Figure 2: Occupation. 
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4.1.2RESULTS AND DISCUSSION 
The findings section of this report presents responses to the questions, indicating the frequency 
and means of the responses. Additionally, in an effort to provide a sense of comparisons, analysis 
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has been made across the variables. It is observed that some interpretive commentary has also 
been included in order to clarify or add meaningful context to the reported responses. This 
approach to reporting the findings is designed to provide the essence of the findings in an 
understandable and comprehensible format 
 
4.1.3 OVERALL SATISFACTIONWITH PUBLIC SERVICES 
The measure of overall satisfaction was based on a roll-up question that assessed satisfaction 
levels on the basis of experience with the government service delivery. This is reflected in 
question number 7 of the questionnaire and the results are illustrated below; 
Figure 3: Overall satisfaction. 
 
 
As shown above (figure 3), most of the respondents rated their satisfaction level as ‘Agree’ 
(33%). Among those who showed some level of satisfaction, (23%) showed partial satisfaction, 
and another 13% showed complete dissatisfaction. 
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Table 1: Overall satisfaction (By Gender and Occupation) 
 
Do you consider the facilities in government offices to be of high and acceptable quality 
  1 Gender what role did you play 
  Total Male Female 
Private 
sector 
Public 
sector NGO Unemployed Others 
Total 175 103 72 58 30 12 42 32 
Strongly agree 28% 27% 29% 26% 57% 25% 24% 9% 
Agree 33% 32% 33% 31% 33% 50% 31% 31% 
Disagree 23% 26% 19% 33% 3% 17% 29% 22% 
Strongly Disagree 13% 10% 18% 10% 7% 0% 12% 31% 
Do not know. 3% 5% 0% 0% 0% 8% 5% 6% 
Government offices are 
of high and acceptable 
quality 
2.30 2.33 2.26 2.28 1.60 2.17 2.43 2.94 
 
As shown above, those working in the public sector expressed the highest satisfaction, followed 
by those in NGOs, while students and retirees showed the lowest satisfaction. This shows that 
public sector employees may have some bias towards their “colleagues” but NGOs are 
completely independent. 
4.1.4 CITIZEN’S SATISFACTION INDEX 
To calculate the satisfaction index (SI), two questions measuring importance and satisfaction 
were applied on service delivery dimensions. The SI is the sum of the weighted satisfaction 
scores for each item, expressed as a percentage. The SI was compiled based on the responses of 
question 4 and 5 of the questionnaire schedule. 
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Table 3.1: Importance of service delivery attributes 
How important are the following factors to you in the delivery of public services  
  
Total 
Very 
important important Neither 
not 
important 
Very 
important 
Accessibility 100% 76% 18% 4% 2% 1% 
Timely services 100% 73% 19% 4% 2% 2% 
Affordability 100% 72% 18% 5% 3% 2% 
Value for money 100% 69% 17% 4% 5% 5% 
Courteous staff 100% 76% 13% 5% 2% 3% 
Delivered by 
knowledgeable 
100% 72% 18% 8% 1% 1% 
Availability via 
internet/mobile 
100% 65% 19% 9% 6% 2% 
 
All the factors showed higher importance rating above (84%), with the highest rating being 
accessibility with a (94%) and the lowest being information availability via internet/mobile at 
84%. 
 
Table 3.2: Satisfaction levels 
How satisfied are you with the following factors 
 Total 
Very 
satisfied Satisfied 
Not 
satisfied Disappointed 
Very 
disappointed 
Accessibility 100% 17% 34% 34% 9% 7% 
Timely services 100% 16% 15% 40% 15% 13% 
Affordability 100% 20% 28% 34% 10% 8% 
Value for money 100% 18% 18% 30% 17% 16% 
Courteous staff 100% 18% 19% 27% 20% 16% 
Delivered by 
knowledgeable 
100% 23% 34% 25% 12% 6% 
Availability via 
internet/mobile 
100% 25% 31% 22% 15% 7% 
 
Satisfaction rating was low across all the items; knowledgeable staff having the highest 
satisfaction (57%), taking into account very satisfied and satisfied. The lowest rating satisfaction 
is timely services with a (31%). 
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The following is a calculation of the satisfaction Index: 
A =Average weighting assigned by all respondents for each parameter (importance). 
B = Average score assigned by all respondents for each parameter avg. weighting (Satisfaction). 
C = Weighting based on avg. of 1 = individual weighting / avg. weighting. 
D = Weighted score = Score * Average Weighting = B * C. 
Customer Satisfaction Index CSI = Average of (Weighted Scores). 
SI = 2.71 since the scale used was 1 - 5, SI = 54%. 
E = Performance Gap. 
 
Table 4: Satisfaction Dimensions 
Indicators     A      B       C        D     D%      E 
Accessibility 4.34 2.57 0.973598 2.501232 50% -1.84 
Timely services 4.41 2.93 0.988476 2.900609 58% -1.51 
Affordability 4.43 2.57 0.993819 2.555534 51% -1.88 
Value for money 4.61 2.95 1.032602 3.047299 61% -1.56 
Courteous staff 4.42 2.99 0.992092 2.965066 59% -1.46 
Delivered by 
knowledgeable staff 
 
4.41 
 
2.45 0.988025 2.423665 48% -1.98 
Availability via 
internet/mobile 
 
4.62 
 
2.49 1.036681 2.586005 52% -2.04 
Average 4.46 2.71 1.00 2.71 54% -1.75 
4.1.5 SATISFACTION GAPS (UNMET NEEDS) 
To measure satisfaction gaps, the difference between expectation and performance is calculated. 
To derive satisfaction gaps, respondents were asked to rate various service delivery attributes; 
first for priority (expectations), and then for satisfaction (performance). The analysis focused on 
the difference between expectations and how they perceived government services delivery, based 
on the weighted score and importance score of each item respectively.  
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Figure 4: Comparison of % unmet needs 
Satisfaction and Importance %
87%
88%
89%
92%
88%
88%
92%
51%
59%
51%
59%
60%
49%
50%
Accessibility
Timely services
Affordability
Value for money
Courteous staff
Delivered by knowledgeable
Availability via internet/mobile
Mean 89%
mean 54%
 
 
 
The main point here was to determine the level of ‘unmet expectations’ rather than satisfaction.  
The table 5 illustrates the satisfaction gaps across the variables. 
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Comparison by gender shows that the level of unmet expectations is higher among the male 
respondents. Across Age, the level of unmet expectations is higher among the 18-45 age groups 
and across the occupation the level of unmet expectations is higher among unemployed, NGO 
and those in public sector. 
 
Table 5: Satisfaction Gaps (By Gender, Age and Occupation) 
 
 
Indicators Gender 
 
AGE(years) 
Accessibility 
Male Female 
Below 
18 
18 -
25 26 - 35 
36 -
45 46 - 55 Over 55 
Timely services 
-1.92 -1.74 -1.50 -2.10 -1.82 -1.53 -1.54 -1.67 
Affordability 
-1.62 -1 -1.10 -1.75 -1.47 -1.28 -1.14 -1.43 
Value for money 
-1.93 -1.80 -1.78 -2.07 -1.94 -1.66 -1.49 -1.61 
Courteous staff 
-1.63 -1.47 -0.95 0.05 -1.53 -1.19 -0.99 -1.12 
Delivered by knowledgeable 
-1.61 -1.25 -1.03 -1.75 -1.31 -1.33 -1.03 -1.20 
Availability via 
internet/mobile -2.10 -1.81 -1.58 -2.17 -2.09 -1.76 -1.62 -1.74 
Average 
-2.03 -2.05 -1.75 -2.37 -1.99 -1.66 -1.67 -1.75 
 
Indicators                                                 OCCUPATION 
Accessibility Private 
sector 
Public 
sector NGO Unemployed Others 
Timely services 
0.07 -0.17 0.43 0.16 -0.14 
Affordability 
-0.08 -0.33 0.32 0.04 -0.16 
Value for money 
0.19 0.17 0.46 0.33 0.05 
Courteous staff 
0.35 -0.17 -1.17 0.41 0.07 
Delivered by knowledgeable 
0.05 -0.17 0.55 0.11 0.13 
Availability via internet/mobile 
0.07 -0.17 0.42 0.35 0.02 
Average 
0.30 0.00 0.63 0.25 -0.09 
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When analysis is performed by specific service attributes, results show that the issues depicting 
the highest level in terms of unmet expectations, in order of importance are: Information 
availability via internet/mobile, knowledgeable staff, affordability, accessibility, value for 
money, timely services and courteous staff. 
 
4.1.6 EVALUATION OF GOVERNMENT EFFECTIVENESS ON QUALITY OF CIVIL 
SERVICE 
The study sought to measure the quality of public service among (government staff) the sampled 
institutions customers. Figure 5 below provides details on the dimensions evaluated. 
 
Figure 5: Satisfaction with Government staff (The public service) 
 
 
Respondents were presented with a range of seven statements on that would best describe quality 
of civil service (question 9 of the questionnaire), consisting of the courtesy, professionalism, 
swiftness, among other attributes of quality customer service delivery and were asked to rate 
their level of agreement with each. This was broadly intended to measure how well the 
institutions are deemed to articulate quality customer services as well as the extent to which the 
respondents are deemed to identify with these parameters. Overall, results indicate an average 
satisfaction with the way the staff articulate their core duties. It is clear that the members of staff 
at the service delivery points are proud of their job as a well as being swift in response to queries 
as depicted by average scores of 57% and 56% respectively. There is a need, however for the 
49% 
50% 
51% 
53% 
54% 
56% 
57% 
44% 46% 48% 50% 52% 54% 56% 58% 
They are professional 
They treat people as individuals 
They know their job 
They are courteous 
Their workstation is well organized 
They were swift to respond to my 
queries 
They are proud of their job 
Mean 53% 
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institutions to create a good working environment, cultivate courtesy in members of staff, instill 
professionalism, and get the civil service staff to treat citizens as individuals to enhance higher 
satisfaction in service delivery.   
 
By disaggregation, the level of staff service delivery is lowest among the female, the students 
and the retired respondents. 
 
Table 6: Satisfaction with Government staff (By Gender and age) 
What do you think of civil servants? 
  Total Male Female 
Below 
18 
18 to 
25 
26 to 
35 
36 to 
45 
46 to 
55 
Over 
55 
They are courteous 2.65 2.57 2.76 2.67 3.06 2.70 1.97 2.26 2.00 
They are 
professional 
2.46 2.45 2.47 2.67 2.90 2.37 1.91 2.11 1.20 
They know their 
job 
2.54 2.52 2.57 2.33 3.00 2.37 1.97 2.32 1.60 
They are proud of 
their job 
2.84 2.80 2.90 2.00 3.25 2.76 2.39 2.58 1.60 
Their workstation 
is well organized 
2.72 2.75 2.68 3.00 3.05 2.81 2.16 2.47 1.60 
They treat people 
as individuals 
2.48 2.46 2.52 2.33 2.81 2.54 2.16 2.00 1.20 
They were swift to 
respond to my 
queries 
2.82 2.86 2.75 2.67 3.25 2.89 2.19 2.19 1.75 
Average 2.64 2.63 2.66 2.52 3.05 2.64 2.11 2.27 1.56 
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4.1.7 EXPERIENCE WITH THE CIVIL SERVICE (GOVERNMENT OFFICERS) 
Customers were asked if they have ever experienced poor service delivery in government offices. 
The responses were as shown in figure 5.1 
 
Figure 5.1: Comparison of % unmet needs 
 
 
Experience with service delivery was assessed using three survey statements. The first question 
measured the frequency of poor experience where 64% of respondents indicated that they had 
experienced poor services. Table 6.1 below shows the experience across occupation. 
 
Table 6.1: Had any experience of poor services in government offices 
 Total 
Private 
sector 
Public 
sector NGO Unemployed Others 
 173 58 29 12 41 33 
YES  64% 62% 55% 42% 63% 82% 
NO 34% 36% 45% 58% 32% 12% 
N/A 2% 2% 0% 0% 5% 6% 
 
 
From table 6.1, experience with poor services is prevalent among the respondents from the 
Private Sector and others, where others comprised of students and self-employed people and less 
prevalent among people in the Public sector and NGOs. 
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The second question within this parameter gauged whether a formal complaint was lodged. The 
findings are as shown in figure 6.  
Figure 6: lodge a formal complaint 
 
 
69% did not lodge a formal complaint after they experienced poor services in government offices 
and 31% lodged. It is emerged that less female respondents lodged a formal complaint than men 
as shown in table 7. 
 
Table 7: Did you lodge a formal complain 
  
 
 
Gender 
 Total Male Female 
Total 121 75 46 
YES  31% 37% 20% 
No 69% 63% 80% 
 
 
In the third question within this parameter, those who lodged a complaint were asked if they 
were satisfied in the way the complaint was handled. The responses were as shown in figure 7.1; 
 
 
 
 
 
 
57 
 
Figure 7.1: Satisfaction with complain handling. 
 
 
 
23% were satisfied while 30% were not satisfied.  In the case of N/R, it is because they did not 
lodge a complaint and therefore this particular question was not applicable to them. Those who 
work in the public sector seem to be more satisfied with the way their complaints are handled, 
followed by those who work with NGOs. Those in private sector, the unemployed, students and 
retired showed dissatisfaction in the way their queries were handled.  
 No Response was highest, which shows that either there we no re-dress mechanism in the first 
place, where customers can complain about poor service. 
 
 
Table 7.1:was your complaint handled adequately 
  
 OCCUPATION 
 Total 
Private 
sector 
Public 
sector NGO 
Unemplo
yed Others 
 82 23 14 5 22 18 
YES  23% 17% 71% 60% 0% 11% 
NO 30% 39% 14% 40% 36% 22% 
N/A 46% 43% 14% 0% 64% 67% 
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4.1.8 INVOLVEMENT IN GOVERNMENT POLICY FORMULATION 
This particular question addressed the sub-foci “how can citizens be more engaged to promote 
government effectiveness” 
Figure 8 
 
 
Only 12% of the respondents had been involved in government policy formulation. This shows 
that citizens are hardly engaged in policy formulation. For those who have been involved in 
policy formulation, 28% were lead consultants, researchers and policy advocates, followed by 
auditors and planners at 11% and 6%, respectively. It is, therefore, evident that even those who 
are engaged in policy formulation, they are not representing the needs of the citizen, but in 
essence are discharging their professional duties. 
 
 
 
12% 
88% 
0% 
10% 
20% 
30% 
40% 
50% 
60% 
70% 
80% 
90% 
100% 
Yes No 
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Table 8: Role of respondent in the policy formulation process 
 
  Lead consultant 
Auditor 
general Researcher 
Policy 
Advocacy Planner 
What is your 
primary 
function 
28% 11% 28% 28% 6% 
 
4.1.9 GOVERNMENT’S COMMITMENT TO POLICY IMPLEMENTATION 
Government's commitment to implementation of policies and programmes which provide 
positive impact in lives of citizens was evaluated using five scale statement. Respondents were in 
agreement that Government is committed to implementation of policies and programmes which 
provide positive impact in lives of citizens as shown in figure 9 at 63 % (total of strongly agree 
and agree). 
Figure 9: Government’s commitment to policy matters 
 
 
4.1.10 CHANNEL OF BETTER ENGAGEMENT 
Respondents were additionally asked to specify the mode of interaction that would be best for 
engagement in decision and policy formulation and implementation, with a possibility for 
multiple responses as shown in table 9.  
 
 
. 
14% 
49% 
19% 15% 
2% 
0% 
10% 
20% 
30% 
40% 
50% 
60% 
Strongly 
agree 
Agree Disagree Strongly 
disagree 
Do not know 
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Table 9: Government can engage me better through; 
  Strongly 
agree Agree Disagree 
Strongly 
disagree 
Do not 
know 
Through barazas ( public gatherings) 49% 33% 13% 3% 2% 
Through workshops and seminars 54% 35% 6% 4% 1% 
Through the media 63% 25% 8% 2% 2% 
Through committee and taskforce 44% 33% 13% 8% 2% 
Through consultative meetings 49% 33% 10% 5% 2% 
 
Results show a higher inclination by the respondents to interact with the government through 
media (88%), through workshops and seminars (89%), and through barazas (public gatherings) 
and consultative meetings at a tie of 82%; and through committee and taskforce depicted a low 
rating of 77%. 
 
In Figure 10, results are presented for preference, based on those mechanisms that were rated as 
either ‘very convenient or convenient’. It is therefore apparent that contact through the media or 
through workshops and seminars is the most convenient and preferred mode of engagement. 
 
Figure10: Government can engage me better through 
99%
98%
95%
93%
91%
86% 88% 90% 92% 94% 96% 98% 100
%
Through the media
Through workshops and seminars
Through barazas or public gatherings
Through committee and taskforce
Through consultative meetings
 
Respondents were further requested to suggest other modes of engagement they would prefer the 
government to use to engage them better. The responses were as shown in figure 11. 
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Figure 11: Other methods 
 
 
Inclusion to school program, web development by government agencies and house to house 
campaign obtained the highest rating of 36%, 27% and 23% respectively. 
4.1.11 County government systems 
Respondents were asked to state if they are aware of the new county system of government as 
provided in the constitution of Kenya 2010.  
Figure 12:Knowledge about the County government systems 
 
 
87% of the respondents stated they know about the county systems, while 13% stated they don’t. 
It is clear that majority of the citizens are aware about the county system and probably have high 
expectations of the same. 
36% 
27% 
23% 
9% 
5% 
0% 10% 20% 30% 40% 
Inclusion to School programme 
Web development by 
government agencies 
House to house campaign 
Civil education 
Opinion polls 
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4.1.12 Confidence in county government system improving government effectiveness 
Relative agreements are observed regarding to the respondents confidence in county system of 
government towards improving government effectiveness in the three areas of quality of public 
services, quality of the civil service and quality of policy formulation and implementation. The 
parameters evaluated recorded scores slightly above 90%.  
 
Figure 13: County systems improving government effectiveness 
93%
92%
90%
89%
90%
90%
91%
91%
92%
92%
93%
93%
Improved delivery of
services
Better policy
formulation and
implementation
Improved civil services
independent from
political pressure
 
 
Looking at the three parameters to government effectiveness, it is apparent that explicit 
consensus among respondents is evident in two areas:  ‘Improved civil service independent from 
political pressure and improved delivery of public services. 
Table 2: County systems improving government effectiveness (By Gender and AGE) 
 
What do you think of county systems in services delivery? 
    Gender AGE 
  Total Male Female 
Below 
18 18 to 25 
26 to 
35 
36 to 
45 
46 to 
55 
Over 
55 
Improved delivery of 
services 
 
4.52 
 
4.56 
 
4.45 
 
4.33 
 
4.56 
 
4.59 
 
4.32 
 
4.57 
 
4.40 
 
 
4.40 
Improved civil 
services independent 
from political pressure 
 
 
4.63 
 
 
4.65 
 
 
4.62 
 
 
4.00 
 
 
4.78 
 
 
4.81 
 
 
4.36 
 
 
4.21 
Better policy 
formulation and 
implementation 
 
 
4.58 
 
 
4.67 
 
 
4.45 
 
 
4.00 
 
 
4.62 
 
 
4.91 
 
 
4.39 
 
 
4.21 
 
 
4.25 
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On the former, this is somewhat more negative among the females, whereas the latter, is a 
concern for females. 
 
Figure 14: Expectations of the new county government systems 
96%
93%
92%
92%
90%
64%
60%
0% 20% 40% 60% 80% 100
%
120
%
Improved delivery of services
Improved infrastructure in the rural
areas
Greater citizen participation in policy
formulation and implementation
Create jobs opportunities in rural areas
Reduced political interference in the
public services
Eliminate inequality in all aspects
Eliminate tribalism in the public
services
mean 
84%
 
 
High expectations levels are observed with regard to the County system of government. Out of 
the seven items evaluated, six of them recorded scores above 84% as shown in the figure above. 
Looking at the issues of relative concern to subgroups, it is apparent that there are explicit 
expectations of the new county government systems, with the highest being improvement of 
service delivery. There is lower confidence as to whether the County system of government will 
eliminate tribalism and inequality. 
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Table 13.1: Expectations of the new county government systems (By Gender and age) 
    Gender AGE 
  Mean Male Female 
Below 
18 
18 to 
25 
26 to 
35 
36 to 
45 
46 to 
55 Over 55 
Improved delivery of 
services 
 
4.82 
 
4.54 
 
3.48 
 
4.33 
 
4.60 
 
4.63 
 
4.34 
 
4.36 
 
4.20 
Improved 
infrastructure in the 
rural areas 
 
 
4.66 
 
 
4.69 
 
 
3.52 
 
 
4.00 
 
 
4.74 
 
 
4.66 
 
 
4.43 
 
 
4.50 
 
 
4.40 
Greater citizen 
participation in policy 
formulation and 
implementation 
 
 
 
4.62 
 
 
 
4.88 
 
 
 
3.72 
 
 
 
4.00 
 
 
 
4.99 
 
 
 
3.09 
 
 
 
4.39 
 
 
 
4.43 
 
 
 
4.60 
Create jobs 
opportunities in rural 
areas 
 
 
4.58 
 
 
4.70 
 
 
3.60 
 
 
4.33 
 
 
4.72 
 
 
4.84 
 
 
4.59 
 
 
4.29 
 
 
4.40 
Reduced political 
interference in the 
public services 
 
 
4.52 
 
 
4.64 
 
 
3.48 
 
 
4.00 
 
 
4.58 
 
 
4.97 
 
 
4.36 
 
 
4.29 
 
 
4.40 
Eliminate inequality in 
all aspects 
 
3.22 
 
3.28 
 
3.12 
 
3.00 
 
3.59 
 
3.39 
 
4.68 
 
4.21 
 
4.60 
Eliminate tribalism in 
the public services 
 
3.02 
 
3.15 
 
4.83 
 
3.00 
 
3.20 
 
3.41 
 
4.61 
 
4.29 
 
4.40 
 
 
4.1.13OPPORTUNITIES FOR IMPROVEMENT 
Respondents were asked to describe (in an open-ended question), the areas the government 
should focus on in order to improve governance. As seen in figure 15, given a choice on what 
should be improved, respondents show substantial preference for improvement in the provision 
of quality services at 19% mention. This is followed by timely services at 17%, increase of 
human capital in their offices and courteous staff at 10% and 9% respectively. Other areas 
mentioned are as shown below. 
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Figure15: Areas of improvements 
 
 
 
4.1.14 Expectations on the County systems of government 
Respondents were asked to describe (in an open-ended mode), their expectation on the county 
systems of government. The responses were as shown in figure 16. 
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Figure 16: Expectations on the County systems of government 
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As seen above (figure 16), respondents substantially show preference for development and equal 
distribution of wealth in rural areas at 32% mention. This is followed by good governance at 
17%, devolution of service delivery and equal job opportunities to all at 14% and12% 
respectively. Other areas mentioned are as shown in the figure below. 
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An in- depth interview was conducted among sampled government institutions namely: City 
council of Nairobi, Ministry of Labour, Ministry of Planning, Ministry of State for Immigration 
and Registrar of Persons, Ministry of Finance, Kasarani Police Station and Higher Education 
Loans Board. The responses were collated and summarised under the headings of; (a) 
perceptions on devolution (county system), (b) quality of public service, (c) quality of civil 
service and the degree of independence from political pressure and (d) quality of policy 
formulation and implementation, and credibility of the government’s commitment to such 
policies. 
4.2.1 PERCEPTION ON DEVOLUTION (COUNTY SYSTEM) 
Following the various in-depth interviews conducted with different respondents across different 
sampled government institutions, it is apparent that the civil service is aware of devolution and 
its intricacies. Government officials are confident that devolution (County system) will improve 
government effectiveness in terms of delivery of public services, because administration, policy 
formulation and implementation will now be closer to the local people, it is interactive in nature 
and there is autonomy in executing of duties. Furthermore, signing of performance contracts in 
addition to other performance management tools being administered at the local level will lead to 
an improved civil service (staff) that will be accountable and free from political pressure as said 
by one of the respondent, from Higher Education Loans Board: 
``With the government staff pushing to meet the demand of their targets in the 
performance contract there is hope for an improved civil service.’’  
In addition, the government officials believe that county based policy formulation will improve 
the quality of the policy formulation and implementation process and commitment to such 
policies because counties will be more accountable to the people within their jurisdictions.  
Going further - with greater participation by citizens at the local level and with minimal political 
interference it is apparent that the civil service will work efficiently to ensure accountability and 
quality services are delivered as stated below: 
“County systems brings on board reality and practical ideas because the policies are immediate 
of the people, by the people and for the people.” respondent, City Council of Nairobi.  
It is evident that the government officials feel more empowered to be more effective and 
efficient since a similar response was obtained across the various institutions interviewed. 
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4.2.2 QUALITY OF PUBLIC SERVICE 
Most government institutions have published clients’ charter or published standards on what 
citizens can expect from the services they offer. The respondents elaborated how effective the 
established standards are, in meeting citizen needs and expectations because it notifies citizens 
on what they are entitled to and what to expect in the service delivery process, how long it takes 
and the cost of every service delivered. 
 
A few members of staff once in a while are selected to undergo customer service training and 
thus are oriented to think more about customers and their needs. In addition to the client charter, 
there are other mechanisms in place to ensure that these needs are met. These include opinion 
polls and satisfaction surveys as well as customers response box. 
 
Partnership with stakeholders in providing services emerged as a practice across the all 
interviewed institutions. Stakeholder involvement is at both development and implementation 
level.  Involvement at the development stage emerged to be most effective as said below:  
 
“The Ministry involves other government institutions, financial institutions and donors and other 
stakeholders in service provision. There are involved as facilitators and intermediaries in service 
delivery. Facilitation mode has proven to be most effective.”  Respondent, ministry of planning.” 
 
Government institutions have means by which citizens can complain about poor services. They 
have established customer care desks and telephone numbers where their customers can 
expresses their dissatisfaction on matters concerning service delivery. Some institutions have a 
form in their website for feedback. Policy guidelines are in place to guide service delivery 
procedures to both the minority and disabled groups, but compliance was rated low. However 
those that complied claimed to have special employees with skills in sign language, braille and 
extinction services in place in cases where the where the officers duties involve dealing with the 
disabled. 
 
Quality Control Systems such as customer charters are displayed in offices such that the citizen 
is aware of what the demands and protocols are present among the government institutions. 
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4.2.3 QUALITY OF CIVIL SERVICE AND THE DEGREE OF INDEPENDENCE FROM 
POLITICAL PRESSURE 
Institutions have organizational structures/systems in place to ensure that public service is of 
good quality. Some Institutions are supported by ISO certification to assure good quality, while 
others sign performance contracts to ensure quality and accountability in service delivery. 
However, IT supported information systems are not very common in the institutions and a lot of 
operations are executed manually.  
 
Ensuring improved and sustained productivity appeared to be a challenge in most institutions 
because there are neither mechanisms for succession management nor knowledge management 
systems. As such, there is always a gap when a staff member is transferred, thus compromising 
institutional memory, and the whole process of training has to be repeated. This has made 
sustainability almost impossible to achieve. All in all, the institutions use ISO procedures to 
guide their day to day operations and this to some extent has helped in improving service 
delivery.  
 
“After about three years of serving in the Ministry, members of staff are transferred to another 
Ministry, probably to do a different kind of task that s/he was previously engaged in. This erodes 
institutional memory, making sustainability of gains made quite a challenge”. Respondent from 
Ministry of Immigration. 
 
Changes in government brought about by politics have in all cases disrupted operations. For 
instance the 2007/08 post-election violence brought about major disruptions in the institutions 
operations. For instance political interference has worked negatively in some operations where 
some projects fail to initialize due to the area being deemed politically misaligned for such a 
project. 
 
There are systems in place to ensure that planning is not manipulated by privileged and powerful 
groups that act in their private interests. However, compliance with these systems is not absolute. 
In institutions where this is somewhat effective, it is due to intervention, either by civil society or 
external forces for the power brokers to step-down from their positions for instance the case with 
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Ministry of finance in 2009 where Parliament intervened. In other cases, the institution seeks 
legal advice from its lawyers on how to handle powerful and privileged groups.  
 
Most institutions interviewed have a closed style of office operations. However, City Council of 
Nairobi is slightly different as one of the respondents said, “We have both open and closed office 
layout and we hold departmental meetings every morning before we depart for our daily 
operation”. 
 
Offices are automated to a satisfactory level in terms of hardware. However web based 
information management systems which are aimed at increasing efficiency and effectiveness are 
yet to be installed. 
 
Evaluation of staff performance is conducted to ensure accountability for results such as 
performance contracts, ensuring maximum staff accountability and adherence to codes of 
conduct to ensure courtesy and office integrity and a sanction mechanism as stipulated in the 
labor law in case of non-compliance. 
 
4.2.5 QUALITY OF POLICY FORMULATION AND IMPLEMENTATION AND 
CREDIBILITY OF THE GOVERNMENT’S COMMITMENT TO SUCH POLICIES 
Stakeholders’ engagement plan for policy formulation and implementation is in place across 
government institutions. Stakeholders are involved in forums such as the trade unions and 
employment bureaux in their policy formulation and implementation. The implementation is 
done department after department as monitoring its progress before it’s fully implemented. 
Stakeholders are involved in the development and adoption levels of policy formulation and 
implementation process. 
 
Policies to some extent match to institution’s mandate, but in most cases these policies are 
developed by consultants with minimal engagement of the citizen. Information of such policies is 
then disseminated through gazette notices. Citizens are engaged through media in policy 
formulation, for awareness and consultation purposes. 
 
71 
 
Institutions have monitoring, evaluation and redress mechanisms to make sure policy 
implementation is kept on track. There are follow ups at the grassroots level to ensure 
compliance as per plans. However, citizens at the grassroots are not empowered to do the follow 
as it should be for an effective government. Institutions also have a monitoring, evaluation and 
redress mechanism but implementation of these systems has been a challenge. The Ministry of 
Planning has a National Integrated Monitoring and Evaluation System that is meant to be rolled 
out to other institutions. However, it has been a challenge getting other institutions to align their 
Monitoring and Evaluation system to NIMES. 
4.3 TRIANGULATION OF FINDINGS 
Data collected through the two instruments provide multi-dimensional findings of the study. 
First, the government institutions indicate that they have mechanisms and systems in place to 
provide quality services. On the other hand, the citizens feel that the government in most cases 
does not satisfy their needs as indicated by the satisfaction index of the questionnaire survey. 
This shows that the government may not know what the expectations of the citizens are and what 
satisfies them the most. The most likely attributable cause of such findings is the failure of the 
supply side (government) to meet the demand side (citizen) of government –provided goods. 
 
The two data sources show a great level of confidence in the county system of government. The 
civil service feels that it will bring about empowerment and consequently improved service 
delivery, policy formulation and less political interference. The citizens on the other hand, expect 
that county system will enhance development and equal distribution of wealth at the rural areas; 
good governance and that the public will have the opportunity to participate in policy matters as 
illustrated in figure 16.  Of great importance in terms of improvement, is the delivery of quality 
and timely services and improving the civil service among others as illustrated in figure 15. 
When it comes to mode of engagement, the citizens feel that the media is the most effective 
means. This is a very interesting finding in this study, because the media is not really an 
interactive mode of engagement. This is an area of interest for future research to understand why 
the citizens are strongly for the media as the best mode of engagement. 
From the in-depth analysis, it is obvious that the public service is not independent from political 
pressure which has been a major impediment to government effectiveness and good governance 
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as a whole and consequently retarding development. The fact that some areas have been deemed 
as politically incorrect for certain projects could be the major contributor to the inequality that is 
prevalent in Kenya leading to certain areas being exposed to extreme poverty as this study 
establishes. It is hoped that the county system of governance will rectify these problems as 
shown by the level of confidence by both the public officers and the citizen. If devolution is 
implemented as noted in the literature review and risks of failure are mitigated, then governance 
will definitely improve and development will be enhanced. There will be less political 
interference as counties will be responsible for formulation of policies that respond to the 
immediate needs of the local people. From the study, it is also evident that government has 
attempted to put in place systems and mechanisms in place for enhancing government 
effectiveness. However, a lot more needs to be done in implementing these systems. However, 
ineffectiveness has been identified in the delivery of public services and policy formulation. A 
lot of emphasis is necessary on treating the citizen as a valuable customer and engaging them in 
policy formulation to ensure that their needs and expectations are met. This information 
addressed sub-foci (iii) of this study.  
 
The survey found that citizens perceive the government as not effective enough to satisfy their 
needs especially in the area of service delivery and policy formulation. As observed in the 
literature review under what government effectiveness entails (Section 2.11), the government 
needs to improve its capacity to serve and satisfy citizens in order to provide public goods that of 
necessary quality and quantity. Furthermore, government policies need to be responsive to the 
needs of the citizen and are guided by principals such as human rights, participation, equity and 
rule of law among other good governance practices.   
 
Figure 17 illustrates on where the emphasis should be on in improving government effectiveness 
and governance as a whole. 
 
Figure 17: Action Agenda 
An analysis carried out in order to identify tangible actions that can be taken to improve 
governance was a ‘two-dimensional analysis’ based on importance-performance mapping. This 
was done by taking into account the average satisfaction score given by participants for each 
73 
 
item highlighted in figure 17 and the weight or importance of each item to satisfaction. 
 
 
Four quadrants are depicted: The upper right quadrant corresponds to the ideal situation, 
highlighting areas where the institutions performed above average. The upper left quadrant 
correspondents to areas where the organizations have performed above average, but where 
expectations remain quite low. Thus, citizens are quite satisfied with the issues falling into this 
quadrant, although these items do not contribute much to the overall citizen’s governance 
satisfaction.  
 
The lower right quadrant corresponds to high priority areas, highlighting the areas where 
customer’s expectations are quite high. Citizens are not very satisfied with the issues falling into 
this quadrant whereas these are very important for them. Action on these issues will have the 
greatest impact on citizens’ overall satisfaction with public services. The lower left quadrant 
corresponds to a low importance area, highlighting areas where both customer satisfaction and 
expectations are low. These areas remain low priority for the moment, and actions will similarly 
have a small effect on citizen’s overall governance satisfaction, but nonetheless remain important 
long term areas. 
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CHAPTER FIVE 
5.0 CONCLUSION AND RECOMMENDATIONS 
5.1 Conclusion 
The government of Kenya has embarked on implementing the Constitution of Kenya 2010 in an 
effort to make government work better and deliver results to the citizen. The fundamental issue 
that lies behind these efforts is good governance, and in particular, ensuring government 
effectiveness at all times. By adopting good governance practices under the devolved system, the 
government will become effective in delivering development results and making the citizens 
satisfied. 
 
Overall results of this study show evidence of numerous opportunities for improvement. Based 
on disconfirmation of expectations, the citizen’s perception of government effectiveness show 
evidence of shortfalls in performance which in particular refer to the three parameters of 
government effectiveness and generally governance as a whole, and which may present barriers 
to economic development.   
 
As depicted in the action agenda in figure 17 (p74), the most notable areas providing key 
opportunities for improvement would fall within the lower right quadrant (3). It is observed that, 
of the seven attributes of quality service examined in question 6 of the questionnaire; three are 
classified as high priority. These include affordability, delivered by knowledgeable staff and 
information availability via internet/mobile. On the other hand accessibility was identified as 
medium priority area. It is worth noting that that mobile penetration in Kenya has had a huge 
impact, and government can utilize this opportunity to deliver services through mobile as 
illustrated in section 2.18.2. 
 
5.2 Recommendations 
The importance of governance effectiveness in promoting overall institutional governance cannot 
be underestimated. The study not only determined citizen’s satisfaction with the services 
rendered by government agencies in relation to quality and delivery but also gauged the level of 
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government effectiveness. As observed in figure 17 (p74), the following are the key 
recommendations. 
 
 
Issues of high priority 
• Affordability 
• Delivered by knowledgeable staff and; 
• Availability via internet/mobile 
Medium priority 
• Accessibility 
 
Action points 
5.2.1 Continue to Develop Facilities to enhance government effectiveness 
The government should develop a strategic thrust around development of systems and 
mechanisms to serve the increasing citizens’ demand and expectations. The following are 
suggestion for attainment of this: 
• Identify and implement projects to upgrade management systems to support evolving 
technology and good employee’s performance. 
• Conduct assessment of adequacy of equipment in working stations and utilise technology. 
• Adopt open office systems to facilitate communication, supervision and create a 
business-like atmosphere in government offices. 
5.2.2 citizens welfare 
•  Improve on such personal and human issues such as time consciousness and individual 
treatment at services delivery. 
• Engaging the citizen in policy formulation and implementation and empower them to 
demand accountability credible implementation of such policies. 
• Provide public services that are convenient, affordable and meet the citizen’s immediate 
needs. 
In this regard, there is a need for the government institutions to: 
 Develop an overall understanding of who the citizen is to the government institutions 
 Highlight the importance and methods of determining citizens needs 
76 
 
 Improve on the existing systems and mechanisms because they seem to be inadequate in 
meeting the expectations of the citizen. Some of the areas of focus have been highlighted 
under section 2.12. 
 Improve management of citizens’ function such as feedback monitoring and 
management, citizens’ needs assessment etc. 
 Facilitate quality provision of services to citizens and to develop sets of ideas and 
principles to revitalize the government institutions in order to create positive/conducive 
public relations. 
 Instill positive attitudes and beliefs towards their citizens and other stakeholders, and 
realization of the broad spectrum of the "government customer" and his ever growing 
needs and wants. 
These measures, if adopted, will go a long way in enabling government improve the quality 
of the civil service which is independent from political pressure. Most importantly it will 
facilitate formulation of policies that respond to citizen needs through active participation by 
all stakeholders. In addition, national development will be realized through achievement of 
achievement of vision 2030 targets and Millennium Development Goals. 
 
The results provide a crucial feedback on citizen’s opinion about government institutions. In 
totality, the citizens’ level of overall satisfaction with public services is 54%. 
 
Improving governance is not just about carrying out a survey. Surveys provide the reading that 
shows where attention is required, but in many respects, this is the easy part. Very often, major 
long lasting improvements need a fundamental transformation in the institutions, probably 
involving capacity building of the staff, including culture change. The results should be 
beneficial with fewer citizens churn, stronger loyalty and reputation, and happier staff. However, 
there is a price to pay for these improvements. Costs will be incurred in the survey. Time will be 
spent developing an action plan. Training may well be required to improve the citizen’s service. 
The implications of this satisfaction survey go far beyond the survey itself and will only be 
successful if fully supported by the echelons of senior public servants. 
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The government needs to develop action plan to deliver mutually agreed and achievable goals on 
improving governance and assign responsibility to people who can make things happen, with 
target dates for achievements and rewards for success. Training may well be required to ensure 
employees know how to handle citizen’s service issues and understand which tools to use in 
various situations. Finally, there should be a constant review of the process as improving citizens 
satisfaction is a race that never ends. 
 
To the academic community, future studies could look into how improving government 
effectiveness can contribute to control of corruption, which is one of the six governance 
indicators. A key question to address is whether improving government effectiveness 
automatically leads to control of corruption or these indicators should be addressed in isolation, 
given that corruption has been the forefront as the major governance malpractice and a big 
challenge not only to the Kenyan but the African economy as a whole. This study to an extent 
reveals that improving government effectiveness can put in place checks and balances that give 
no loopholes for corruption. However, it’s an area that requires a comparative in-depth analysis 
of two economies, one with indicators of government effectiveness, and another without. Such a 
study would reveal factors that lead to corruption.                               .
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7.0 APPENDICES 
7.1 Questionnaire Schedule: 
My name is Sharon Makena and I am a student pursuing a Masters of Arts, Development Studies at 
Nelson Mandela Metropolitan University, South Africa. I am conducting research in Kenya to explore the 
potential for improving governance in Nairobi City, Kenya under the new County System of government. 
The aim of this mini survey is to explore citizens’ perception on government effectiveness and how they 
can be better engaged to improve government effectiveness in the areas of quality of public services, 
quality of civil service and the degree of its independence from political pressure and; the quality of 
policy implementation and credibility of your government’s commitment to such. The information 
obtained will be used only for research purposes and no names of participants, their position/title or 
organization will be made known in the report.  
 
A. BIOGRAPHICAL INFORMATION 
1. Gender ( please tick the relevant box ) 
Male      Female  
    
2. Age ( please tick the relevant box) 
Below 18   18-25  25-35  36-45  46-55  over 55   
3. Occupation by sector ( please tick the relevant box) 
Private sector   Unemployed 
Public sector     Others 
NGO       
Please specify---------------------------------------------------------------------------- 
B. PERCEPTION ON GOVERNMENT EFFECTIVENESS. 
4. What do you consider to be of quality (importance)in order of priority? Please rank them with 1 
being most important, 2 Important, 3 Not important, 4 Least important and 5 don’t know.  
Accessibility 
1 2 
1 2 3 4 5 6 
1 
2 
3 
4 
5 
1 2 3 4 5 
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Timely service 
 
 
Affordability 
 
 
Value for money 
 
 
Courteous staff   
 
 
Delivered by knowledgeable staff  
 
 
Availability via internet/mobile  
 
 
 
 
 
 
1 
1 
2 
2 
3 
3 
4 
4 
5 
5 
1 2 3 4 5 
1 
1 
2 
2 
3 
3 
4 
4 
5 
5 
1 2 3 4 5 
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5. How would you rate your satisfaction in the delivery of government services in the following areas? 
(Please rate with  1= very satisfied; 2=satisfied 3=not satisfied 4= disappointed 5=very disappointed) 
 
Accessibility   
Timely Service  
Affordability 
Courteous staff  
Value for money 
Delivered by knowledgeable staff 
Availability via internet/mobile  
 
 
6. I would consider the facilities in government offices to be of high and acceptable quality. 
Strongly agree  
Agree 
Disagree 
Strongly disagree 
Don’t know 
 
6. Have you ever had a poor experience in service delivery in government offices? (Please tick the 
relevant box).  
Yes  No Not applicable 
1 
1 
1 
2 
2 
2 
3 
3 
3 
4 
4 
4 
5 
5 
5 
1 
2 
3 
5 
1
  
2 
1 2 3 4 5 
1 2 3 4 5 
3 
4 
1 2 3 4 5 
1 2 3 4 5 
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7. If yes, did you lodge a formal complaint? 
Yes    No 
 
8. If yes above, was your complaint handled adequately? (Please tick the relevant box) 
I was satisfied  Dissatisfied   Not applicable 
 
 
9. What do you think of the civil servants (government staff) at the service delivery points? Please tick the 
relevant box, with 1=strongly agree, 2 =Agree, 3 =disagree, 4 =strongly disagree and 5 =Don’t know 
a. They are courteous  
 
 
b. They are professional 
 
 
c. They know their job 
 
 
d. They are proud of their job 
 
 
 
1 
1 2 3 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
2 
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e. Their workstation is well organized 
 
 
f. They treat people as individuals  
 
 
g. They were swift to respond to my queries and offer assistance 
 
 
10. Have you been involved in any government policy formulation? 
Yes   No     
 
11. If yes above, what was your role? Please give a brief description. 
 
 
12. What do you think of government’s commitment to policy implementation in general? I think the 
Government is committed to implementing policies and programmes which provide positive impact in 
the lives of Citizens. 
Strongly agree    
Agree 
Disagree   
Strongly disagree  
1 
2 
3 
4 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 
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Don’t know 
 
13. I think the government can better engage me in policy and decision making through   (please tick the 
relevant box with: 1=strongly agree, 2 =Agree, 3 =disagree, 4 =strongly disagree and 5 =Don’t know) 
Through barazas (public gatherings) 
 
 
Through workshops and seminars 
 
 
Through the media 
 
 
Through committee and Taskforces 
 
 
Through consultative meetings 
 
 
Any other method; Please specify---------------------------------------------------------------------------------------
----------------------------------------------------------------------------------------------------------------------------- 
14. Do you know about the County system as provided in the Constitution of Kenya 2010? 
 
5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
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Yes    No   
 
15. I think the County system will improve government effectiveness in terms of; (Please tick the relevant box, 
with 1=strongly agree, 2 =Agree, 3 =disagree, 4 =strongly disagree and 5 =Don’t know) 
Improved delivery of services?  
 
 
Improved civil service which is independent from political pressure 
 
 
Better policy formulation and implementation 
 
 
16. I think the new system of Counties will provide an opportunity for; (Please tick the relevant box, with 1 
as strongly agree, 2 Agree, 3 disagree, 4 strongly disagree and 5 Don’t know) 
a. Improved delivery of public services (Health, education etc)  
 
 
b. Greater citizen participation in policy formulation and implementation  
 
 
c. Reduced Political interference in the public service 
 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 
89 
 
 
d. Create job opportunities in the rural areas 
 
 
e. Improve infrastructure in the rural areas (electricity, water, roads, and buildings) 
 
 
f. Eliminate tribalism in the public service 
 
g. Eliminate inequality in all aspects (resource allocation, public service appointments, location of 
development programmes) 
 
 
17. In your own opinion, what would you like to see improved in the way government delivers its 
services? ----------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------
------------------------------------------------- 
18. What is your expectation on the County System of government? ----------------------------------------
---------------------------------------------------------------------------------------------------------------------
---------------------------------------------------------------------------------------------------------------------
---------------------------- 
 
 
 
 
 
 
 
 
 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
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7.2 Interview Schedule 
 
My name is Sharon Makena and I am a student pursuing a Masters of Arts, Development Studies at 
Nelson Mandela Metropolitan University, South Africa. I am conducting research in Kenya to explore the 
potential for improving governance in Nairobi City, Kenya under the new County System of government. 
The aim of this interview is to assess your institution’s level of government effectiveness in the areas of 
quality of public services, quality of civil service and the degree of its independence from political 
pressure and; the quality of policy implementation and credibility of your institution’s commitment to 
such policies. The interview will be conducted in English. 
The information obtained will be used only for research purposes and no names of participants, their 
position/title or organization will be made known in the report. Are you willing to participate in this 
interview? May I take notes and audio-record the proceedings of this interview for reference during data 
analysis? Do you have any questions before we commence? 
 
A.   PERCEPTION ON DEVOLUTION (COUNTY SYSTEM) 
1. Have you been sensitized (made aware) on the new constitution especially on devolution? 
2. In your own opinion, do you think devolution (County system) will improve government 
effectiveness in terms of quality of public services?  
3. In your own opinion, do you think the county system provides an opportunity for improved 
civil service (government staff)? 
4. In your own opinion do you think County based policy formulation will improve the quality 
of the policy formulation and implementation process and that counties will be more 
committed to deliver on the policies?  
5. Do you feel more empowered to be more effective in service delivery with the new system 
of government? 
 
B. QUALITY OF PUBLIC SERVICE 
1. Do you have published standards on what citizens can expect from the services you provide? If 
you do, how effective are they in meeting citizen needs and expectations? 
2. Have you been oriented to think more about customers and their needs? Are there mechanisms in 
place to ensure these needs are met? 
3. Do you partner with stakeholders in providing services?  
a) What modes of engagement do you employ?  
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b) Which is the most effective? 
4. Do you have means by which people can complain about poor services?  
a) How do you handle customer complaints? 
5. What mechanisms do you have in place to make your services easily accessible, even to the 
disabled and the minority groups? 
6. Do you have quality Control Systems? E.g. Customer Charter and/Citizen Score card? 
a) How are these systems complied with? 
 
C. QUALITY OF CIVIL SERVICE AND THE DEGREE OF INDEPENDENCE FROM 
POLITICAL PRESSURE 
1. What organizational structures/systems do you have in place to ensure the public service is of 
good quality? 
2. How do you ensure improved and sustained productivity and delivery of services in your 
organizations? 
3. Have the changes in government brought about by politics disrupted operations in your 
institution? If so, please elaborate. 
4. Are there systems in place to ensure planning is not manipulated by privileged and powerful 
groups that act in their own interests? 
5. Are there systems and procedures to ensure effective operations in your organizations eg regular 
management meetings? What style is your office, open or closed? 
6. To what extent is your office automated? 
7. How is measurement of staff performance done to ensure accountability for results? 
8. The customer satisfaction survey report of 2009 revealed that the civil service lacks courtesy and 
is rude to the customer. Is there a code of conduct/ethics to ensure professionalism, attitudinal and 
behavioral change of staff in your organization? How do you ensure compliance with the code? 
 
 
D. QUALITY OF POLICY FORMULATION AND IMPLEMENTATION AND CREDIBILITY 
OF THE GOVERNMENT’S COMMITMENT TO SUCH POLICIES 
1. Is there a stakeholder engagement plan for policy formulation and implementation in place? How 
is the plan implemented? 
2. At what point are your stakeholders engaged in the policy formulation process?  Development, 
validation or adoption stage? 
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3. How well do your policies match to your mandate? Do you find your policies clashing with other 
policies? 
4. What methods do you use to engage citizens in policy formulation? (Consultative meetings, 
workshops/seminars, barazas, media, committees and taskforces)  
5. How do you ensure that policy implementation is on track? Do you have monitoring, evaluation 
and redress mechanisms 
 
 
 
 
 
 
